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Abstract

The increasing demand for responsive and citizen-centered public services has
highlighted the importance of developing civil servants' competencies beyond technical
capabilities. Among these competencies, cultural competence has emerged as a critical
factor in enhancing employee effectiveness, particularly in public organizations
operating within culturally diverse environments. This study examines the effect of
cultural competence on civil servants' performance and investigates the mediating role
of Organizational Citizenship Behavior (OCB) in this relationship. A quantitative
explanatory research design was employed using a cross-sectional survey of civil
servants working in the Denpasar City Government, Indonesia. Data were collected
through a structured questionnaire and analyzed using Partial Least Squares Structural
Equation Modeling (PLS-SEM). The findings reveal that cultural competence positively
influences both Organizational Citizenship Behavior and civil servants' performance.
Furthermore, Organizational Citizenship Behavior has a positive effect on employee
performance and partially mediates the relationship between cultural competence and
civil servants' performance. These findings indicate that employees with stronger cultural
competence are more likely to engage in discretionary organizational behaviors, which
subsequently enhance their work performance. The study contributes to the public
sector human resource management literature by demonstrating the behavioral
mechanism through which cultural competence improves employee performance in a
culture-based governance context. From a practical perspective, the findings suggest
that public organizations should strengthen cultural competence through continuous
training, intercultural communication development, and organizational initiatives that
foster citizenship behavior to improve service quality and organizational effectiveness.
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INTRODUCTION

Public organizations are increasingly expected to deliver high-quality public
services while simultaneously responding to rapid technological, social, and cultural
changes. The increasing complexity of governance requires civil servants to possess
not only technical knowledge but also adaptive competencies that enable them to
collaborate, innovate, and effectively engage with diverse communities. Recent
evidence from Deloitte's 2024 Global Human Capital Trends emphasizes that
organizational success is increasingly driven by human capabilities, collaboration, and
adaptability rather than merely completing formal job responsibilities. In the public
sector, organizations are encouraged to adopt a human-centered approach to workforce
development because organizational performance improves when employees are
empowered to create value for both the organization and society (Deloitte, 2024).

Similarly, the Organisation for Economic Co-operation and Development (OECD)
highlights that strengthening the competencies of public employees has become one of
the primary strategies for improving government effectiveness, public trust, and service
quality. Public institutions are therefore expected to continuously develop employees'
capabilities to address increasingly complex governance challenges and respond to
citizens' diverse expectations (OECD, 2023).

Among the competencies receiving growing scholarly attention is cultural
competence. As societies become increasingly multicultural, public employees are
expected to understand, respect, and effectively interact with citizens from different
cultural backgrounds. Deardorff (2006) conceptualizes cultural competence as the ability
to communicate and behave appropriately and effectively in intercultural situations
through the integration of cultural knowledge, attitudes, and communication skills. Within
public organizations, cultural competence extends beyond interpersonal communication
because civil servants are responsible for designing policies and delivering public
services that accommodate cultural diversity while respecting local values.
Consequently, cultural competence has become an important organizational capability
supporting inclusive governance and sustainable public service delivery.

The importance of cultural competence is particularly evident in local
governments implementing culture-based development strategies. Denpasar City, the
capital of Bali Province, has adopted the vision of becoming a culture-based creative
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city by integrating Balinese cultural values into urban development and public
administration. This vision requires civil servants to possess competencies that enable
them to translate local cultural values into responsive, innovative, and citizen-oriented
public services. However, despite various organizational development initiatives, the
implementation of creative city programs has not yet achieved optimal outcomes,
indicating that strengthening employee competencies remains an important challenge
for improving organizational performance.

Previous studies have consistently demonstrated that employee competence
positively influences organizational effectiveness and employee performance.
Nevertheless, empirical research on cultural competence has predominantly focused on
healthcare organizations, educational institutions, and multinational corporations,
whereas studies conducted within public sector organizations remain relatively limited.
Moreover, most previous studies have investigated the direct relationship between
competence and performance without adequately explaining the organizational
behavioral processes through which competencies contribute to performance
improvement. This indicates that the mechanism linking cultural competence and
employee performance remains insufficiently understood, particularly in government
institutions operating within culturally embedded environments.

One organizational behavior that may explain this relationship is Organizational
Citizenship Behavior (OCB). OCB refers to employees' voluntary behaviors that exceed
formal job requirements and contribute to organizational effectiveness (Podsakoff et al.,
2000). Employees who willingly assist colleagues, actively participate in organizational
improvement, demonstrate civic responsibility, and prioritize organizational interests
create positive work environments that enhance service quality and organizational
performance. Such discretionary behaviors are particularly important in public
organizations because successful public service delivery depends heavily on
collaboration, trust, and employee commitment rather than solely on formal job
descriptions.

From a theoretical perspective, employees possessing high cultural competence
are more likely to demonstrate Organizational Citizenship Behavior because they can
better appreciate diversity, communicate effectively across cultural differences, and
establish harmonious relationships with colleagues and the community. These
competencies encourage employees to voluntarily contribute beyond their formal
responsibilities, thereby strengthening organizational effectiveness and improving
individual performance. However, empirical evidence examining Organizational
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Citizenship Behavior as a mediating mechanism between cultural competence and civil
servants' performance remains scarce, particularly within local government
organizations in developing countries.

Based on the existing literature, three important research gaps can be identified.
First, studies investigating cultural competence in public organizations remain
considerably fewer than those conducted in healthcare, education, and private business
sectors. Second, previous studies have largely examined the direct effect of cultural
competence on employee performance, while the mediating role of Organizational
Citizenship Behavior has received limited empirical attention. Third, empirical evidence
from local governments implementing culture-based creative city policies remains
limited, particularly within the Indonesian public sector. Therefore, this study aims to
examine the effect of cultural competence on civil servants' performance through the
mediating role of Organizational Citizenship Behavior in the Denpasar City Government.
The findings are expected to enrich the literature on public sector human resource
management while providing practical recommendations for strengthening
organizational performance through the development of culturally competent civil
servants.

Materials and Methods

This study employed a quantitative research approach with an explanatory
research design to investigate the relationship between cultural competence,
Organizational Citizenship Behavior (OCB), and civil servants' performance. The study
aims to examine whether Organizational Citizenship Behavior mediates the influence of
cultural competence on employee performance within public sector organizations. A
cross-sectional survey was conducted among civil servants employed by the Denpasar
City Government, Bali, Indonesia, using a structured questionnaire. This design was
considered appropriate because it enables the examination of causal relationships
among latent constructs through empirical data collected at a single point in time.

The population of this study comprised all civil servants (Aparatur Sipil
Negara/ASN) working in the Denpasar City Government. To ensure that every
organizational unit was proportionally represented, proportionate stratified random
sampling was employed. Based on this sampling technique, data were collected from
250 respondents, which satisfies the minimum sample size requirement for Partial Least
Squares Structural Equation Modeling (PLS-SEM). This technique is particularly suitable
for predictive research models involving mediation relationships and latent variables.
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The research instrument consisted of structured questionnaires developed from
previously validated measurement scales. All questionnaire items were measured using
a five-point Likert scale ranging from 1 ("strongly disagree") to 5 ("strongly agree").
Cultural competence was operationalized as the ability of civil servants to understand,
appreciate, and effectively interact with individuals from diverse cultural backgrounds
while integrating local cultural values into their professional responsibilities. The
construct was measured using four dimensions, namely cultural awareness, cultural
knowledge, cross-cultural skills, and cultural integration in work, adapted from Deardorff
(2006) and Sue and Sue (2016).

Organizational Citizenship Behavior was measured using the dimensions
proposed by Podsakoff et al. (2000), including altruism, conscientiousness, courtesy,
sportsmanship, and civic virtue. These dimensions reflect employees' voluntary
behaviors that exceed formal job responsibilities and contribute to organizational
effectiveness. Civil servants' performance was measured using indicators reflecting
employees' effectiveness in completing work assignments, service quality, productivity,
work achievement, and contribution to organizational objectives.

The collected data were analyzed using Partial Least Squares Structural Equation
Modeling (PLS-SEM) with SmartPLS 4 software. The analysis was conducted in two
stages. First, the measurement model was evaluated by examining indicator reliability,
convergent validity, discriminant validity, composite reliability, and average variance
extracted (AVE). Second, the structural model was assessed through the coefficient of
determination (R?), effect size (f?), predictive relevance (Q?), bootstrapping procedure
with 5,000 resamples, and mediation analysis. PLS-SEM was selected because it is
prediction-oriented, suitable for complex mediation models, and does not require
multivariate normality assumptions (Hair et al., 2022).

Hypotheses Development

Human Capital Theory suggests that organizational performance is largely
determined by employees' competencies, knowledge, and capabilities. In increasingly
diverse public service environments, technical competence alone is insufficient to meet
citizens' expectations. Civil servants are also expected to possess cultural competence
that enables them to understand cultural diversity, respect local values, communicate
effectively, and deliver inclusive public services. Employees with higher levels of cultural
competence are more likely to perform their duties effectively because they can better
understand community needs, reduce communication barriers, and adapt their behavior

1167
IJEBIR, Volume 05 Issue 05, 2026

Copyright at authors some right reserved this work is licensed under
a Creative Commons Attribution-ShareAlike 4.0 International License.



http://creativecommons.org/licenses/by-sa/4.0/

International Journal of Economics, Business and Innovation Research
https://e-journal.citakonsultindo.or.id/index.php/IJEBIR

E-ISSN : 2964-0865

to different cultural contexts. Consequently, cultural competence is expected to
contribute directly to improvements in civil servants' performance.
H1. Cultural competence positively influences civil servants' performance.

In addition to directly improving performance, cultural competence may also
foster positive organizational behaviors. Employees who possess strong cultural
awareness and intercultural communication skills tend to establish harmonious
interpersonal relationships, appreciate diversity, and collaborate more effectively with
colleagues. These characteristics encourage employees to voluntarily contribute beyond
their formal job responsibilities, which is reflected in Organizational Citizenship Behavior
(OCB). Such discretionary behaviors strengthen teamwork, organizational cohesion,
and mutual support within public organizations. Therefore, employees with higher
cultural competence are expected to demonstrate stronger Organizational Citizenship
Behavior.

H2. Cultural competence positively influences Organizational Citizenship Behavior.

Organizational Citizenship Behavior has long been recognized as one of the
important behavioral determinants of employee performance. Employees exhibiting high
levels of OCB voluntarily assist colleagues, actively participate in organizational
activities, comply with organizational regulations, and demonstrate commitment beyond
contractual obligations. These behaviors create a collaborative work environment that
enhances organizational effectiveness and improves individual performance. Within
public organizations, where service quality depends heavily on teamwork and employee
commitment, Organizational Citizenship Behavior is expected to make a significant
contribution to civil servants' performance.

H3. Organizational Citizenship Behavior positively influences civil servants'
performance.

Previous studies have suggested that employee competencies frequently
influence performance indirectly through positive workplace behaviors. Employees with
strong cultural competence are more capable of developing trust, collaboration, and
effective interpersonal relationships, which encourage the emergence of Organizational
Citizenship Behavior. These discretionary behaviors subsequently improve work
effectiveness and organizational performance. Accordingly, Organizational Citizenship
Behavior is expected to function as an important behavioral mechanism linking cultural
competence to civil servants' performance.

H4. Organizational Citizenship Behavior mediates the relationship between cultural
competence and civil servants' performance.
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Result

The proposed research model was evaluated using Partial Least Squares
Structural Equation Modeling (PLS-SEM) with the bootstrapping procedure in
SmartPLS. Prior to hypothesis testing, the measurement model was confirmed to satisfy
the recommended criteria for construct reliability and validity. Subsequently, the
structural model was assessed to examine the direct and indirect relationships among
Cultural Competence, Organizational Citizenship Behavior (OCB), and Civil Servants'
Performance.

The structural model demonstrated satisfactory explanatory power. The
coefficient of determination (R?) showed that Cultural Competence explained 40.8% of
the variance in Organizational Citizenship Behavior, while Cultural Competence and
Organizational Citizenship Behavior jointly explained 38.8% of the variance in Civil
Servants' Performance. In addition, the predictive relevance (Q?) values were greater
than zero, indicating that the proposed model possessed adequate predictive capability
for explaining employee behavior and performance within the Denpasar City
Government.

The results of the structural model are presented in Table 1. Overall, all proposed
direct relationships were positive and statistically significant.

Table 1. Results of Direct Effect Testing

Structural

Hypothesis Relationship B SD t-value || p-value || Decision
Cultural Competence
H1 —  Civil  Servants'| 0.378 0.058 6.474| <0.001 |Supported

Performance

Cultural Competence
H2 — Organizational| 0.263 0.050 5.265| <0.001 |Supported
Citizenship Behavior

Organizational
Citizenship  Behavior,
—  Civil  Servants'
Performance

H3 0.357 0.049 7.228| <0.001 |Supported
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The bootstrapping analysis indicates that Cultural Competence has a positive and
statistically significant effect on Civil Servants' Performance (B = 0.378,t = 6.474, p <
0.001). This finding confirms that employees possessing stronger cultural competence
tend to demonstrate higher levels of work performance. Accordingly, H1 is supported.
The analysis further reveals that Cultural Competence positively influences
Organizational Citizenship Behavior (8 = 0.263, t = 5.265, p < 0.001). This suggests that
civil servants who are able to understand cultural diversity, communicate effectively, and
integrate cultural values into their work are more likely to engage in discretionary
behaviors that benefit the organization. Therefore, H2 is supported.

In addition, Organizational Citizenship Behavior significantly improves Civil
Servants' Performance (B = 0.357, t = 7.228, p < 0.001). Employees exhibiting stronger
citizenship behavior tend to voluntarily assist colleagues, contribute beyond formal job
requirements, and participate actively in organizational activities, which ultimately
enhance their work performance. Thus, H3 is supported.

The mediating role of Organizational Citizenship Behavior was assessed using
the bootstrapping procedure. The results indicate that the indirect effect of Cultural
Competence on Civil Servants' Performance through Organizational Citizenship
Behavior was positive and statistically significant.

Table 2. Results of Mediation Analysis

Indirect Relationship B SD t-value p-value

Decision
Cultural Competence —
Organizational
Citizenship Behavior — 0.135 0.029 4.721 <0.001||Supported
Civil Servants'
Performance

The indirect effect of Cultural Competence on Civil Servants' Performance
through Organizational Citizenship Behavior was significant (3 = 0.135,t =4.721, p <
0.001). Since both the direct effect of Cultural Competence on Civil Servants'
Performance and the indirect effect through Organizational Citizenship Behavior were
statistically significant, the findings indicate that Organizational Citizenship Behavior
serves as a partial mediator. This result suggests that Cultural Competence enhances
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employee performance not only directly but also indirectly by encouraging employees to
exhibit higher levels of Organizational Citizenship Behavior.

DISCUSSION
The Effect of Cultural Competence on Civil Servants' Performance

The findings demonstrate that Cultural Competence has a positive and significant
effect on Civil Servants' Performance, indicating that employees possessing stronger
cultural competence tend to achieve higher levels of job performance. This finding
suggests that the ability to understand cultural diversity, appreciate local values, and
communicate effectively across different cultural contexts enables civil servants to
perform their responsibilities more efficiently while providing responsive public services.
In the context of the Denpasar City Government, where public administration is strongly
influenced by Balinese cultural values, cultural competence becomes an important
organizational capability that facilitates interactions between government institutions and
the community.

These findings support Human Capital Theory, which argues that employees'
competencies constitute valuable organizational resources that improve organizational
effectiveness through enhanced knowledge, skills, and behavioral capabilities (Crook et
al.,, 2011). Rather than being limited to technical expertise, human capital also
encompasses social and intercultural competencies that enable employees to adapt to
complex organizational environments. Consequently, employees with stronger cultural
competence are better equipped to respond to citizens' expectations and deliver higher-
quality public services.

The present findings are consistent with previous studies reporting that
intercultural competence positively influences employee effectiveness, collaboration,
and organizational performance (Deardorff, 2006; Ang et al., 2007). Likewise, Bird et al.
(2010) argued that cultural competence enables employees to perform effectively in
culturally diverse environments by enhancing communication, adaptability, and problem-
solving capabilities. The findings therefore extend previous literature by demonstrating
that cultural competence is equally important within public sector organizations operating
in culture-based governance systems.

The Effect of Cultural Competence on Organizational Citizenship Behavior
This study also found that Cultural Competence positively influences
Organizational Citizenship Behavior. The finding indicates that civil servants possessing
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stronger cultural awareness and intercultural communication skills are more likely to
voluntarily assist colleagues, support organizational activities, and contribute beyond
their formal job responsibilities.

This relationship may be explained through Social Exchange Theory, which
suggests that employees who possess valuable personal resources tend to reciprocate
organizational support through positive discretionary behaviors (Blau, 1964). Cultural
competence facilitates mutual understanding, trust, and cooperation among employees
from different social and cultural backgrounds. Such positive interpersonal relationships
encourage the emergence of Organizational Citizenship Behavior, which ultimately
strengthens organizational effectiveness.

The findings are consistent with previous studies suggesting that employees with
stronger interpersonal and intercultural competencies exhibit higher levels of citizenship
behavior because they communicate more effectively, demonstrate greater empathy,
and maintain harmonious workplace relationships (Podsakoff et al., 2000; Organ et al.,
2006). In the context of public organizations, cultural competence appears to function
not only as an individual capability but also as an important organizational resource that
promotes collaborative work behavior.

The Effect of Organizational Citizenship Behavior on Civil Servants' Performance

The empirical results further indicate that Organizational Citizenship Behavior
significantly improves Civil Servants' Performance. Employees demonstrating higher
levels of citizenship behavior voluntarily contribute beyond their formal duties by
assisting colleagues, participating in organizational improvement initiatives, and
maintaining positive working relationships. Such discretionary behaviors enhance
teamwork, reduce organizational conflict, and improve service quality, thereby
increasing employee performance.

These findings support the theoretical perspective proposed by Podsakoff et al.
(2009), who argued that Organizational Citizenship Behavior contributes to
organizational effectiveness by improving resource utilization, strengthening
coordination, and increasing organizational adaptability. In public organizations, where
service delivery relies heavily on collaboration rather than individual achievement,
Organizational Citizenship Behavior becomes an important behavioral determinant of
employee performance.
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The findings also corroborate previous empirical studies demonstrating that
Organizational Citizenship Behavior positively influences employee productivity, service
quality, and organizational effectiveness (Podsakoff et al., 2009; Bolino et al., 2013).
Therefore, encouraging employees to engage in discretionary organizational behaviors
represents an effective strategy for improving public sector performance.

The Mediating Role of Organizational Citizenship Behavior

One of the most important findings of this study is that Organizational Citizenship
Behavior partially mediates the relationship between Cultural Competence and Civil
Servants' Performance. The significant indirect effect indicates that Cultural
Competence contributes to employee performance not only directly but also indirectly
by encouraging employees to demonstrate positive organizational behaviors.

This finding suggests that cultural competence alone is insufficient to maximize
employee performance unless it is translated into constructive workplace behaviors.
Employees who possess high cultural competence tend to communicate more
effectively, appreciate diversity, and establish stronger interpersonal relationships,
thereby increasing their willingness to contribute voluntarily to organizational success.
These discretionary behaviors subsequently improve employee performance and
organizational effectiveness.

The finding complements previous studies emphasizing that employee
competencies frequently influence organizational outcomes through behavioral
mechanisms rather than solely through direct effects (Podsakoff et al., 2009; Bolino et
al., 2013). Within public organizations, Organizational Citizenship Behavior therefore
represents an important mechanism through which cultural competence generates
organizational value. This study extends existing literature by demonstrating that
Organizational Citizenship Behavior functions as a behavioral pathway linking cultural
competence to employee performance within a culture-based creative city.
Consequently, developing cultural competence should not only focus on increasing
employees' knowledge of local culture but also on encouraging collaborative behaviors,
mutual assistance, and voluntary organizational participation that strengthen public
service performance.

CONCLUSION
This study examined the effect of Cultural Competence on Civil Servants'
Performance, with Organizational Citizenship Behavior (OCB) serving as a mediating
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variable, within the context of the Denpasar City Government. The findings demonstrate
that Cultural Competence significantly enhances both Organizational Citizenship
Behavior and Civil Servants' Performance. In addition, Organizational Citizenship
Behavior has a significant positive effect on employee performance and partially
mediates the relationship between Cultural Competence and Civil Servants'
Performance. These results indicate that civil servants with higher levels of cultural
competence are more likely to exhibit voluntary organizational behaviors that contribute
to improved work performance. Therefore, the study confirms that Cultural Competence
represents an important organizational capability for improving employee effectiveness
in public sector organizations operating within culturally embedded governance
systems.

The findings contribute to the public sector human resource management
literature by extending the understanding of how Cultural Competence influences
employee performance through behavioral mechanisms, particularly Organizational
Citizenship Behavior. From a practical perspective, local governments should
strengthen  cultural competence through continuous training, intercultural
communication development, and organizational initiatives that encourage collaboration
and citizenship behavior among employees. Such efforts will not only improve individual
performance but also support the delivery of more responsive and culturally sensitive
public services. Future research is encouraged to examine this model in different
governmental contexts by incorporating additional organizational variables, such as
leadership, organizational culture, or public service motivation, to provide a more
comprehensive understanding of the factors influencing civil servants' performance.
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