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THE EFFECT OF HUMAN CAPITAL
ON ORGANIZATIONAL
PERFORMANCE IN THE SERVICE
INDUSTRY 4.0: MEDIATION
ANALYSIS FROM INDONESIA

Abstract

The service industry is currently facing the era of Industry 4.0, which results in an
increasing need for talents who master information and technology to increase com-
pany productivity. Innovation is one of the strategies that service companies need to
improve in order to compete with other companies. Organizational learning is also a
company’s effort that is used to determine and meet the increasingly diverse needs of
consumers to improve company performance. This study aims to investigate the role of
innovation and organizational learning as mediating variables between human capital
and organizational performance. The sample consisted of 305 managers in the service
industry of Indonesia using a purposive sampling technique, with the minimum sam-
ple size determined using GPower software. Data were collected using a self-reported
questionnaire distributed online via a Google form. Furthermore, data were analyzed
using structural equation modeling partial least squares with the SmartPLS 3 software.
The results reveal that human capital significantly affects organizational performance,
innovation, and organizational learning. Then, innovation and organizational learning
have a significant effect on organizational performance. Furthermore, innovation and
organizational learning act as mediators between human capital and organizational
performance. These findings shed new light of the importance of effective human capi-
tal management in improving organizational performance. Furthermore, innovation
and organizational learning are variables that can bridge the two relationships in the
service industry.

Keywords innovation, organizational learning, human capital,
performance, service industry

JEL Classification J24, 034, 125

INTRODUCTION

In the era of Industry 4.0, service industry activities in the 21st cen-
tury experience more vigorous development strides, particularly
on the current trends, such as big data, blockchain, urban logistics,
global supply chains, and value-added services. The logistics indus-
try holds an 80% opportunity share of global transportation in the
international market and plays a crucial role in the worldwide supply
chain (UNCTAD, 2019). More specifically, in Indonesia, the competi-
tion in the logistics business tends toward an oligopoly market struc-
ture, with seven companies dominating 80% of the market (Puspa,
2022). According to the World Bank (n.d.), Indonesia has upgraded
to a country with upper-middle-income status, evidenced by a robust
economic growth rate of 5.3% in 2023. Many service companies in
the country have yet to adopt digital technologies, such as radio-fre-
quency identification (RFID), IoT, and sensors, to provide informa-
tion on processing and monitoring (Hajoary et al., 2023). At present,
private companies dominate the logistics sector. Despite state-owned
enterprises with significant assets, Indonesia’s service industry can-
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not fully capitalize on this opportunity. This is evident from its relatively small market share of only 8%
compared to other logistics services. Indonesia’s service industry faces tough competition from private
courier companies, and despite its substantial advantages, it has yet to capture a larger market share
(Azhari & Supriyatin, 2020). One of Indonesia’s service industry transformation efforts involves its hu-
man resources, which aim to address the increasingly competitive business landscape and develop busi-
ness potentials focusing on increasing market share and company reputation (Aditya et al., 2023).

Human capital is a crucial factor in improving organizational performance, especially in the service in-
dustry (Alnoor, 2020; Huang et al., 2021; Mihardjo et al., 2021; Samad, 2020; Tran et al., 2020). However,
this finding has been rebutted empirically by Witasari and Gustomo (2020) and Lépez Rodriguez and
Serrano Orellana (2020). They evidenced that human capital does not significantly affect organizational
performance. From inconsistency and a lack of previous studies on the mediating role of innovation and

organizational learning, it is essential to assess public companies from a manager’s perspective.

1. LITERATURE REVIEW

AND HYPOTHESES

Organizations consider human capital fundamen-
tal to their success. In any organization, human
capital is a significant component that incorpo-
rates knowledge, skills, competencies, innovation,
and the workforce’s ability to run the organization.
Moreover, possessing the appropriate human capi-
tal cultivates a positive attitude of competence and
intellectual agility (Holborow, 2018). Kottaridi et
al. (2019) stated that human capital is science, skill,
and workforce ability. Organizations own human
capital through a good working relationship with
all staff. Workforces contribute human capital to
organizations that are developing through expe-
rience and training. Individuals with talent, be-
havior, and personal energy contribute to shaping
the human capital they bring to work (Davenport,
1999). Employees possess this capital to determine
its utilization’s time, manner, and place. In other
words, they have the power to determine whether
there will be a mutual exchange of value or allow
their assets to be exploited by their owners.

The advancement of human capital in the Industry
4.0 era is known as human capital 4.0, where man-
agement agility and flexibility significantly influ-
ence its formation; it occurs to anticipate the busi-
ness disruption where successful organizations are
no longer defined by their size and power but by
adaptability to market conditions and a highly dy-
namic environment. This is also due to economic
shifting, which causes a severe shock that results
in VUCA (volatility, uncertainty, complexity, and
ambiguity), which causes established or conven-
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tional businesses to fall while giving way to new
internet-based business models (Kagama Human
Capital, 2021).

Organizational performance describes an orga-
nization’s ability to perform critical activities to
achieve its vision and mission (Keban & Yeremias,
2004). An organization is inseparable from an
individual’s and a group’s existence. Individuals
are a small part of a group, while a group is a
collection of individuals. Thus, individuals and
groups can improve organizational performance.
Various financial and non-financial metrics for
success can evaluate organizational performance
(Simon et al., 2015). Performance is described
through market, financial, and non-financial
performance (Cegarra-Navarro et al., 2016).
Abdallah and Al-Ghwayeen (2020) adopted indi-
cators from Beyene (2015), including profitabil-
ity, sales growth, competitive position, customer
satisfaction, and market share, to study business
performance. Banking profitability calculations
are explained through measurements such as
net interest margin, return on assets, and equity
(Zarrouk et al., 2016; Tan, 2016).

The role of human capital in increasing organiza-
tional performance has been extensively studied.
In the service sector, Tran et al. (2020) found that
human capital positively and significantly affects
company performance in Vietnam. AlQershi et
al. (2022) and Alnoor (2020) showed that human
capital significantly affects company performance
using indicators of employee knowledge, skills,
abilities, attitudes, and intellectual agility in SMEs
in Yemen and Iraq. Then, Seclen-Luna et al. (2020)

419



Problems and Perspectives in Management, Volume 22, Issue 1, 2024

researched 584 manufacturing industry employees
in Peru and found that human capital has high- to
medium- and low-level education indicators. In ad-
dition, Imran and Atiya (2020) discovered the same
results after examining 400 service sector employ-
ees in Oman. Finally, Chen et al. (2021) examined
human capital and its effect on company perfor-
mance in 213 companies in Taiwan. The study used
indicators of ability, expertise, and knowledge level
and their direct impact on company performance.
However, there is still a dearth of previous research
on the mediating role of innovation and organiza-
tional learning.

Organizational innovation is the aptitude to cre-
ate and put-on modern ideas and behaviors (Jia et
al., 2018). It is essential to increase productivity and
improve business performance. According to Kwon
and Cho (2016), innovation is attainable through
introducing new products, organizational struc-
tures, management practices, or positive changes
in organizational civilization. Organizations that
execute innovation can be seen from the organiza-
tional structure perspective as aspects related to the
level of centralization and formalization that affect
the stream of innovative concepts. There are several
ways (Prasad & Junni, 2016) to observe organiza-
tional innovation. One can use the organizational
structure perspective as aspects related to the level
of centralization and formalization that affect the
flow of innovative ideas; additionally, how organi-
zations change perspectives as a practice are fol-
lowed to cope with a change and overcome market
endurance to change.

The literature has led research on human capital
and its characteristics for developing competitive-
ness and improving employee performance for goal
achievement. Among these characteristics, inno-
vation has been identified as particularly effective
and influential in gaining a competitive advantage
(Abbas et al., 2018). According to Sutanto (2017),
innovation is an enabler of innovative processes to
create something new (i.e., products or services),
utilize new technologies, and expand new con-
cepts. Furthermore, knowledge about innovation
requires more communication and interaction be-
tween scholars, affected stakeholders, and manag-
ers (Padilla-Meléndez & Garrido-Moreno, 2012).
In this way, new ideas, processes, and interactions
can be economically and commercially beneficial.
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Therefore, organizational and university leaders
and managers must be aware of the different in-
novation paths.

The dynamic capability theory explains that the
resources and capabilities of a firm, as well as the
process of learning, having knowledge, coordinat-
ing, and reconfiguring resources within the firm
and concerning the external environment, cre-
ate a competitive advantage (Teece et al., 1997).
Innovation contributes to a firm’s competitive ad-
vantage. Therefore, many scholars seek to under-
stand how to strengthen a firm’s innovation ability,
as this will make the firm more competitive and
perform better financially (Henderson & Clark,
1990). Companies capable of innovation have more
potential to identify something new, such as prod-
ucts and services, improve processes faster, per mar-
ket needs, and seize opportunities more effectively
than non-innovative companies (Jimenez-Jimenez
etal., 2008). For example, Aboramadan et al. (2020)
proved the significance of innovation in Palestine’s
banking sector, highlighting organizational inno-
vation as a tool to enhance banking performance.

Rahman (2023) examined the relationship be-
tween innovation and organizational performance.
Organizational innovation is an essential factor in
organizational performance. Soomro et al. (2021)
stated that the consideration of organizational inno-
vation focuses on increasing competitive advantage.
As organizations must innovate as an essential re-
quirement to gain an advanced level of accomplish-
ment, remembering and dealing with organizational
innovation is necessary. The results can strengthen
the knowledge of different strategies in determining
the elements and competencies required to achieve
and satisfy organizational capabilities, thereby im-
proving organizational performance.

Organizations find the benefit of good human
capital management through recruitment (Wang
& Zatzick, 2019). By regularly adding new manag-
ers and professionals, organizations can ensure a
continuous flow of new knowledge and perspec-
tives for product and process innovation. Almutirat
(2022) suggests that organizations must increase
their awareness of the necessary talent training
and capacity building to improve employees™ in-
novation ability. In addition, human capital can in-
crease innovation in small and medium enterprises
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(Kusumawijaya & Astuti, 2023). Most scholars de-
fined organizational learning as a transformation
in its science that occurs as a purpose of impression
(Fiol & Lyles, 1985). The science includes exponent
factual science and procedural knowledge or skills
and routines. Organizational learning is essential
due to the demands on today’s organizations to
provide faster, cheaper, and more effective learning
to a changing workplace and a mobile workforce
dramatically affected by daily changes in an uncer-
tain environment (Schwandt & Marquardt, 1999).

Oh and Kuchinke (2017) examined the role of learn-
ing stock and learning flow on the perceived perfor-
mance of the organization. The possibility effects of
learning stock and learning flow are notable predic-
tors of organizational performance because organi-
zational learning encompasses the organization’s
ability to cope with business changes. Learning
stock is a study that occurs within a level, and it re-
fers to the collective authorities, norms, values, and
knowledge that exhibit the prospect capacity of an
organization (Bontis et al., 2002).

Organizational learning is used as a mediating vari-
able for the following reasons. First, organizational
learning aims to improve quantity and quality per-
formance, allowing the company to increase its
sales volume, gain more support, retain old custom-
ers, and acquire new ones. In addition, it develops
faster, enabling the company to strengthen its com-
petitive advantage position further and improve its
results. Second, according to ipek (2019), there still
needs to be more discussions about organizational
learning, especially as a mediator or moderator, so
further research is required. Organizational learn-
ing is an antecedent of organizational performance
(Soomro et al., 2021). Learning is repeating and ex-
perimenting to perform tasks better and faster. In
a company context, learning has several key char-
acteristics. First, learning involves organizational
and individual skills (Levinthal & March, 1993).
The individual’s relevant skills are valued accord-
ing to employee performance, particularly in the
organizational setting. The learning process is in-
trinsically social and collaborative, and it occurs
through imitating behaviors seen in individuals
like teachers and students or experts and learners
and through the cooperative effort to comprehend
complex issues. Learning necessitates shared com-
munication and synchronized exploration.
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Second, the organizational knowledge generated
from the activities of all employees exists in new
patterns of work, new daily activities, or new logic
of the organization. Routines are schemes of in-
teraction that reflect the practical completion of
distinctive matters. These schemes of interplay
exist in cluster behavior, although particular rou-
tine behaviors may exist in individual behavior. In
addition, the concept of dynamic capabilities as a
coordinated management process unlocks the po-
tential for learning among organizations. Patky
(2020) found that human capital affects organiza-
tional learning. The primary outcome of organiza-
tional learning is firm productivity. This finding
supported the idea that organizational learning
can improve organizational performance (Obeso
et al., 2020; Talari & Khoshroo, 2022; Berndt et
al., 2023). Improved organizational performance
is related to organizational learning (Tong, 2020).
Kordab et al. (2020) concluded that organiza-
tional learning is essential in transforming the
information society into a knowledge society. It
influences the development of individual compe-
tencies (knowledge, skills, and abilities) through
knowledge management practices, realizing the
organization’s knowledge strategy, creating value
between the organization and its customers, and
creating a sustainable organization.

This study aims to investigate the role of hu-
man capital in enhancing organizational perfor-
mance by mediating innovation and organiza-
tional learning in Indonesia’s services industry.
In addition, this paper attempts to fill the gaps
in previous research, particularly the persisting
inconsistencies in research findings, by partially
adding two mediating variables. Based on pri-
or theoretical empirical studies and conceptual
framework (Figure 1), this study proposes the
following hypotheses:

HI: Human capital influences organizational
performance.

H2: Organizational innovation mediates the ef-
fect of human capital on organizational
performance.

H3: Organizational learning mediates the ef-

fect of human capital on organizational
performance.
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Organizational
Innovation

Organizational

Human Capital

Organizational
Learning

Performance

Figure 1. Conceptual framework

2. METHOD

This study focused on the service industry in
Indonesia, employing purposive sampling, specifi-
cally targeting managers as the respondents. Based
on GPower calculations, the minimum number
of respondents required was fulfilled, with an er-
ror rate of 5%. Three hundred and five managers
were selected to complete an online questionnaire.
The selection of managerial staff as the research
sample is based on the unit of analysis for this
study, which explicitly examines organizational
performance.

The data analysis employed structural equation
modeling (SEM) partial least squares (PLS) with
the SmartPLS 3.0 software. In addition, due to
the incorporation of dimension in measuring
the human capital, both first-order and second-
order techniques were used in the testing process.
Furthermore, two analysis methods were applied:
the algorithm was used to assess the validity and
reliability of constructs, and bootstrapping anal-
ysis was utilized to test the hypotheses, both di-
rectly and indirectly (mediation) (Hair et al., 2019).

The human capital variable involved nine items
from (Singh et al., 2022). This study gathered
these items through a focus group discussion
(twelve managers divided into two groups). These
items covered various aspects of human capital,
including technological skills, educational level,
creativity, work experience, service orientation,
adaptability, concern for ethics, relationships, and
communication. Next, organizational perfor-
mance was measured using the scale developed
by Shraah et al. (2022), which consisted of thir-
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teen items. Meanwhile, to assess organizational
innovation, this study adopted eleven items from
Wongsansukcharoen and Thaweepaiboonwong
(2023). Lastly, the organizational learning variable
incorporated nine items adapted from Schumpeter
(1934). The assessment items employed a Likert
scale ranging from one to five.

3. RESULTS

The analysis targeted the service industry, which
has a history of 275 years of operating in the ser-
vices and logistics sector in Indonesia. Despite
having substantial assets and offices spread across
Indonesia, they cannot guarantee that they will
be able to avoid obstacles when competing with
relatively young private companies. Therefore, the
primary issue lies in the company’s performance,
with one of the critical indicators being its mar-
ket share. However, the company’s market share
is significantly lower compared to its competitors
from private companies.

Table 1. Characteristics of respondents

Individual Characteristics Frequency

{ Male 208 ‘
Female 97

S30years b5
31-40 years 137

A1-50years SE R

LiBlyears b0
Senior High School 110

Educational b R DI
Diploma 70

BackGround i

. S1/Undergraduate 125 ¢

S10years 9

JobTenure :11-20vyears io..A12
:>21 years : 94
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Table 1 shows that most respondents are male
(68.2%) and fall within the age range of 31-40 years
(44.9%). It can be inferred that most managers in
Indonesia’s service industry are in the produc-
tive age range. Subsequently, based on their edu-
cational background, the highest level of educa-
tion attained by most managers is bachelor’s and
postgraduate level, with 41%. 36.7% of managers
in Indonesia’s industry service have considerable
work experience ranging from eleven to twenty
years. Most managers have worked for less than
ten years (32.5%). These findings suggest a pattern
of manager turnover, especially seen in the length
of employment.

Table 2. Validity and reliability results

Construct Items Out.er AVE Con.1po.s.ite
Loadings Reliability
i CS1 i 0868
Cognitive Skill CSZ I 0865 o 0.737 0.894
ng G 0842 -
8510800 ......................
Behavioral Skill BSZ i 0850 - 0.671 0.860
Bs3 G 0807 -
E510833 ......................
Emotional Skill ESZ I 0890 o 0.745 0.898
E53 G 0866 -
OP10828 .....................
OP20854
OP3 G 0824 -
OP40758
OP5 G 0831 -
N OP60789
rmmitor on oy e ose
OP8 0.808
OP9 G 0827 -
OP100828
OP110834
OP120801
OP130796
o|10766 ......................
O|20808
O|30778
O|40806
N O|50822
ool o om0 ocs oo
0ol17 0.741
OI80784
T e
OI100829
o1 o749
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Outer Composite
Construct Items . AVE . P .
Loadings Reliability
ool 0.772 :
oL2 0.858
oL3 0.850
o oL4 0.790
Organizational - " ) ¢ 0.869  10.696 0.954
Learnmg
oL6 0.821
oL7 0.837
oL8 0.848
oLS 0.859

Table 2 shows outer loading values exceed-
ing the threshold of 0.70 for all utilized items.
This number suggests that all items effectively
convey the latent variables and have been com-
prehended by the respondents, thus confirm-
ing their validity. Furthermore, discriminant
validity testing using the average variance ex-
tracted (AVE) value demonstrated that each
latent variable has an AVE value greater than
0.5. Therefore, all latent variables possess valid
items. Next, each latent variable has a compos-
ite reliability value greater than 0.70. Thus, all
variables have reliable statement items if used
in research on several occasions. Finally, Table
3 shows that the Fornell-Larcker criterion val-
ue demonstrates that the discriminant validity
testing has met the requirements, namely each
construct has the most significant value com-
pared to the other constructs (Hair et al., 2019).

The second-order confirmatory factor analysis
demonstrated that all variables, composed of
multiple indicator constructs, can be consid-
ered valid and reliable. Therefore, it allows for
further analysis to be conducted. Afterward, a
latent construct is analyzed for its indicators.
This analysis aims to identify indicators of a
variable and assess the extent to which these
indicators can explain the latent variable. Table
4 provides the results of testing indicator con-
structs against latent constructs. In addition,
hypothesis testing was done with a significance
level of 5% and a cut of 1.96. Based on Table 4,
the cognitive, behavioral, and emotional skills
can form the human capital variable because
they have a t-statistic > 1.96 and a p-value < 0.05.
Hence, H1 is accepted: cognitive, behavioral,
and emotional skills are indicators of forming
human capital.
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Table 3. Fornell-Larcker criterion

Latent Variables 1 2

Mean

1. Cognitive Skill

3

6. Organizational Performance

Table 4. Second-order construct

Path Path Coefficient t-values p-values Result
O8O 708%6 10000 Accepted
0.919 92.971 0.000 Accepted
“‘I;Zmot'ional Skill > Organizational Performance 0851 o 40439 : 0.000 Accepted o

Table 5. R-square

Variables R-Square
Organizational Innovation . 0368
.Organizational Learning .. 0348
Organizational Performance ' 0.751

The values of Q-square are estimated as follows:

Qz:1_(1_R21).(1_R22)-(1—Rzl’l). (1)

0* =1-(1-0.368)-(1-0.348)-(1-0.751), (2

0* =1-0.10260 = 0.8974 = 89.74%. 3)

Furthermore, after testing validity and reliabil-
ity (see Table 5), the predictive relevance analysis
was implemented using the R-square value. The
statistical results in Table 5 show that the re-
search model accounts for 36.8% of organization-
al innovation, 34.8% of organizational learning,
and 75.1% of organizational performance. Then,
a value of 89.74% is obtained using the Q-square
formula. Therefore, this research model has good
predictive relevance value.

The direct influence between human capital and
organizational performance is statistically signifi-
cant (see Table 6), as shown by a t-statistic (6.686)

Table 6. Hypotheses testing (direct effects)

and a p-value (<0.001). Human capital has a signif-
icant impact on enhancing organizational perfor-
mance. Moreover, these findings exhibit a positive
correlation between the quality of a company’s hu-
man capital and its overall performance. If human
capital management is overlooked, it can adverse-
ly affect organizational performance, as individu-
als are the principal resource within a company.
Therefore, H2 is accepted: human capital substan-
tially affects organizational performance.

The correlation between human capital and orga-
nizational innovation is statistically significant,
as indicated by a t-statistic (13.583) and a p-value
(<0.001). Effective human capital management can
enhance organizational innovation by utilizing in-
dividuals” inherent capacity to develop and imple-
ment creative concepts within the company. Thus,
H3 is accepted: human capital has a significant ef-
fect on organizational innovation. Furthermore, a
t-statistic value for the influence of human capital
on organizational learning is 143.834, with a p-val-
ue < 0.001. The findings demonstrate a statistically
significant correlation between human capital and
organizational learning. Effective management of
human capital can enhance overall organizational
learning. Therefore, H4 is accepted: human capital
has a significant effect on organizational learning.

Path Path Coefficient | t-statistic | p-value | Result
Human Capital -> Organizational Performance L0303 ..6686 . 0000 . Accepted
..13583 00000 . Accepted

Organizational Learning - Organizational Performance

83
L3199
5.059

0.000 | Accepted
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Table 7. Mediation effect (indirect effects)

Problems and Perspectives in Management, Volume 22, Issue 1, 2024

Path

. Sobel Test ' t-statistic Result

Human Capital = Organizational Innovation = Organizational Performance

2.561 196 Partial I\/Iediat'ic')“r). B

Human Capital - Organizational Learning > Organizational Performance

3405 | 196 Partial Mediation

The statistical analysis shows that organizational
innovation significantly impacts organizational
performance, as shown by a t-statistic (3.199) and
a p-value (<0.001). A positive value on the patch
coeflicient indicates that the better the innovation
obtained, the more it can optimally improve com-
pany performance. Thus, H5 is accepted: organi-
zational innovation significantly influences orga-
nizational performance. Furthermore, the statisti-
cal analysis suggests that organizational learning
has a significant and positive impact on organiza-
tional performance, as demonstrated by a t-statis-
tic (5.059) and a p-value (<0.001). A positive patch
coefficient indicates that the application of learn-
ing positively affects organizational performance,
resulting in optimal improvement. Hence, H6 is
accepted: organizational learning significantly af-
fects organizational performance.

Based on Baron and Kenny (1986), the mediation
mechanism involves three conditions. First is the
direct influence of the independent variable on the
dependent variable. Second is the direct effect of
the independent variable on the mediating vari-
able. Third is the effect of the mediating variable
on the dependent variable. These three conditions
have met the criteria for hypotheses testing. Table
7 indicates that the Sobel test value for the mediat-
ing role of the organizational innovation variable
is 2.561, exceeding the threshold of 1.96.

Moreover, Table 7 shows that organizational in-
novation partially mediates the relationship be-
tween human capital and organizational perfor-
mance. This argument is proven by the significant
influence of human capital on both organizational
performance and organizational innovation and
the significant influence of innovation on organi-
zational performance. Therefore, H7 is accepted.
Furthermore, the Sobel test value for the mediat-
ing role of organizational learning is 3.405, exceed-
ing the threshold of 1.96. This value proves that
organizational learning mediates the relationship
between human capital and organizational per-
formance. Therefore, H8 is accepted. Thus, human
capital substantially directly affects organization-

http://dx.doi.org/10.21511/ppm.22(1).2024.34

al performance and learning. Likewise, organiza-
tional learning significantly affects organizational
performance, implying that organizational learn-
ing partially mediates this relationship.

4. DISCUSSION

This investigation discovered that cognitive, be-
havioral, and emotional skills can be accurate in-
dicators for developing human capital, following
focus group discussions and confirmatory fac-
tor analysis. These findings indicate a valuable
contribution to the existing body of research, as
they shed light on a novel aspect within the field.
Notably, the study defines that human capital for-
mation can be attributed to cognitive, behavioral,
and emotional skills. This insight is significant for
human capital management within the courier
and logistics services industry, especially in de-
veloping countries like Indonesia. Cognitive skills
cover the abilities of managers in the fields of in-
formation and technology. These skills align with
the company’s commitment to digitalization, ne-
cessitating the recruitment of young people profi-
cient in technology and information to reinforce
the company’s vision and mission.

Moreover, it is noteworthy that the educational
level is also part of cognitive abilities, empha-
sizing that companies must consider the educa-
tional background when promoting managers.
Furthermore, creativity is crucial to cognitive
skills, including dealing with issues using man-
ager creativity. Meanwhile, behavioral skills en-
compass practical experience, particularly in lo-
gistics, because companies are gradually shifting
their business operations to prioritize logistics
over courier services. In addition, service orien-
tation is essential for courier and logistics service
companies, as they prioritize providing excellent
service. Lastly, adaptability refers to the capac-
ity to quickly adapt to drastic shifts in the work-
place. Every company must prioritize customer-
centricity, which necessitates specialized customer
management to attain a competitive advantage.
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Therefore, emotional skills, which encompass
ethical awareness, strong customer relations, and
practical communication abilities, are also crucial
for managing human capital effectively.

This study suggests that effective human capital
management can enhance organizational per-
formance and achieve higher efficiency, with
the mediating role of organizational innovation
and organizational learning in courier and lo-
gistics service companies. Moreover, enhanced
human capital management can also lead to en-
hanced organizational performance. These results
align with Braunerhjelm and Lappi (2023), Hu et
al. (2023), and Samson and Bhanugopan (2022).
Furthermore, service companies depend on ef-
fective human capital management to enhance
performance. These findings support Raza and
Khan (2022), who discussed that human capital is
the most crucial element for enhancing company
achievement, as it can significantly contribute to
its success. However, besides human capital, ser-
vice company managers can also improve orga-
nizational performance by optimizing human
resources.

The statistical analysis exhibits that human capi-
tal can increase organizational innovation. These
findings align with Kusumawijaya and Astuti
(2023), Almutirat (2022), and Munawar et al.
(2022). Human capital management plays an es-
sential role in fostering innovation within organi-
zations. Innovation stems from the ideas of indi-
vidual managers, which eventually contribute to
the innovative skills of the firm. Besides, the find-
ings suggest that focusing on managers’ cognitive,
behavioral, and emotional skills during recruit-
ment can significantly enhance organizational
innovation.

The findings further highlight that good human
capital management increases optimal organi-
zational learning. These findings are in line with
Patky (2020), Aboobaker et al. (2023), and Peng et
al. (2023). Effective human capital management
plays an essential part in facilitating organiza-
tional learning. This notion arises because orga-
nizations necessitate talented individuals willing
to contribute to information sharing and acquisi-
tion within the workplace. Besides, effective orga-
nizational learning requires transferring knowl-
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edge across various positions and roles. Hence,
exchanging experiences with senior employees is
crucial for achieving successful learning outcomes
within a company (Berndt et al., 2023).

The findings reveal a positive correlation between
organizational innovation and organizational per-
formance. This finding corresponds to Rahman
(2023), Liu et al. (2023), and Barlatier et al. (2023),
who support the idea that innovation has a posi-
tive impact on company performance. Their find-
ings focus on product innovation, encompassing
the introduction of new products and the launch
of Posppay financial service products. Besides,
there is also marketing innovation, which includes
introducing an innovative customer relationship
management application called Superapps and
rebranding a new logo. Another innovation ser-
vice is incorporating various strategies such as in-
tegrating e-bikes for delivery transportation, im-
plementing “war rooms” (control, command and
crisis center) for employee supervision, moderniz-
ing material handling equipment, utilizing artifi-
cial intelligence as a robotic sorting machine, and
adopting a policy of operating seven days a week.
These innovations enhance performance based on
statistical data.

Statistical calculation shows that organizational
learning has a substantial impact on organization-
al performance. This finding aligns with Obeso et
al. (2020), Talari and Khoshroo (2022), and Berndt
et al. (2023), all of whom believe that effective or-
ganizational learning can significantly enhance
company performance. These studies specifically
examine the implementation of continuous learn-
ing opportunities, self-development opportuni-
ties, training provisions, encouraging a collabora-
tive environment, promoting knowledge sharing,
enhancing problem-solving skills, developing
knowledge-sharing systems, integrating all inter-
nal resources, and establishing a learning culture
to drive significant improvements in organiza-
tional performance.

Another new finding in this study relates to the
significant mediating role that organizational in-
novation plays between human capital and orga-
nizational performance. This aspect has yet to be
explored by scholars, thereby demonstrating the
importance of organizational innovation in this
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regard. Enhancing the management of human re-
sources in service-oriented companies can lead
to a growth in organizational innovation, which
in turn can benefit overall organizational perfor-
mance. In addition, partial mediation also sug-
gests that both the direct and indirect outcomes,
mediated through a third variable, have a sub-
stantial impact. Not to mention, the enhanced
innovation created by individual managers can
bridge the impact of human capital on organiza-
tional performance. These research findings align
with the principles of dynamic capabilities theory
(Teece et al., 1997), which posits that intangible re-
sources, such as innovation, manifest a company’s
internal capacities to gain a competitive edge.

The third novel finding is the significance of orga-
nizational learning in mediating the relationship
between human capital and organizational per-
formance. Studies have yet to explore the role of
learning as a mediator in the influence of human

Problems and Perspectives in Management, Volume 22, Issue 1, 2024

capital on organizational performance. Enhanced
human capital management in service companies
could contribute to more successful organization-
al learning and ultimately enhance organizational
performance. The concept of partial mediation
implies that both the direct and indirect impacts,
mediated through a third variable, have signifi-
cant effects.

Additionally, enhanced learning management en-
abled by the company can bridge the impact of hu-
man capital on organizational performance. This
study’s findings align with the resource-based
theory principles (Barney, 1991), which stated that
organizational learning is an essential resource
that meets particular requirements, including
being valued, rare, difficult to imitate, and non-
substitutable. As a result, organizational learning
is a significant mediating variable in the relation-
ship between human capital and organizational
performance.

CONCLUSION

This study aims to investigate the role of human capital in enhancing organizational performance
through the mediation of innovation and organizational learning in the services industry in Indonesia.
The findings show that human capital positively impacts organizational performance. Then, innovation
and organizational learning significantly affect organizational performance. Furthermore, innovation
and organizational learning mediate the relationship between these two variables. The findings indicate
that companies must consistently implement policies that promote managers’ active participation in
contributing ideas. Then, companies recommended that managers provide adequate learning facilities,
such as opportunities for individualized mentorship from experienced professionals in their respective
fields, rewards for managers who willingly contribute their expertise, and consequences for managers
who withhold knowledge. The reason is that the dynamic business environment requires managers to
adapt and acquire new skills continually to ensure they remain well-informed and attuned to domestic
and global market trends, thus helping the company maintain a competitive edge.
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