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Abstract 
Background - Digital transformation has become a strategic approach to improving public service 

performance, including in law enforcement institutions. The e-Mental application was introduced 

as part of digital innovation to enhance both the performance and mental health of police officers. 

However, the direct impact of digital transformation on service quality, particularly when 

considering internal psychological readiness, remains underexplored. 

Research Urgency - Given the growing demands for responsive public services and increasing 

work-related stress among officers, understanding how digital initiatives contribute to service 

quality and how mental health interacts with these effects is crucial for sustainable innovation. 

Research Objectives - This study aims to analyze the influence of digital transformation via the 

e-Mental application on the quality of police services, with mental health as a moderating factor. 

It also seeks to examine the effect of digital transformation on officers' mental health and how 

this moderates the relationship with service quality. 

Research Method - The research was conducted at the Police Resort (Polres) of Donggala 

Regency, Central Sulawesi. It involved 205 police officers across nine sectoral police stations 

(Polsek) as respondents for digital transformation and mental health variables, and 205 

community members as evaluators of service quality. Data were analyzed using multiple linear 

regression with an interaction term. 

Research Findings - Digital transformation significantly improves both mental health (t = 6.250, 

p < 0.001) and service quality (t = 7.878, p < 0.001). However, mental health significantly 

moderates this relationship, weakening the effect of digital transformation on service quality (B 

= -0.019, t = -3.890, p < 0.001). 

Research Conclusion - Digital transformation alone is insufficient for improving service quality 

without psychological readiness and institutional support. 

Research Contribution - This study highlights the importance of integrating psychological well-

being into digital innovation strategies, particularly in public service sectors like the police. 
 

Keywords: digital transformation; e-mental app; mental health; service quality. 

 

Junaidi, A., Hattab, S., Nawawi, M., & Irfan Mufti, M. (2025). Digital Transformation of the e-Mental App and 

Police Service Quality: Mental Health Role. Journal of Nonformal Education, 11(2), 337-

348. https://doi.org/10.15294/jone.v11i2.30509 

 

  

mailto:ajoen_703@yahoo.co.id
https://doi.org/10.15294/jone.v11i2.30509


Junaidi et al. / Journal of Nonformal Education. Vol.11, No.2 (2025): 337-348 

338 

 

INTRODUCTION 

 

High-quality public service is one of the fundamental pillars in building public trust in law 

enforcement institutions. In the context of the Indonesian National Police (Polri), public expectations 

for professional, humane, and responsive service are increasingly rising in line with the development 

of digital technologies. Digital transformation has become a key strategy to improve public service 

efficiency, including within Polri, through the use of information technology to streamline internal 

processes and provide easier access for the public (Do et al., 2022; Vial, 2019). Digitalization in Polri 

is not limited to external service innovation, but also includes internal organizational development, 

such as the introduction of the e-Mental application to monitor and support the psychological well-

being of personnel. 

The SERVQUAL model developed by Parasuraman et al. emphasizes that service quality is 

measured by the gap between public expectations and perceived service (Parasuraman et al., 1988). 

Digital transformation has the potential to reduce this gap by providing faster, standardized, and more 

responsive services to societal needs (Teng et al., 2022; Zeithaml. et al., 2018). However, the rapid 

digitalization process also presents significant challenges to human resources, especially in terms of 

technological adaptation, digital workload, and technostress (Donnelly et al., 2006). That 

technostress—stress arising from intensive use of digital technologies—can negatively impact work 

outcomes through burnout, decreased productivity, and poor work-life balance (Srivastava et al., 

2015; Yu et al., 2022). 

Within service-oriented organizations such as Polri, the pressure experienced by personnel 

comes not only from public demands but also from internal organizational requirements increasingly 

reliant on complex digital systems. Technology adoption intended to enhance service quality often 

requires significant adaptation from personnel, both technically and psychologically. This is 

particularly relevant when discussing the e-Mental application developed by Polri, which aligns with 

national mental health policies but also demands active engagement from officers in digitally 

managing their psychological assessments (Pankow et al., 2024; WHO, 2020). While various studies 

have shown that digitalization can enhance public service delivery (Berthold, 2012; Clarke et al., 

2015; Lu et al., 2020) very few have specifically investigated the impact of digital transformation on 

service quality in security institutions such as the police (Haprabu et al., 2020). The success of 

technological implementation in public organizations depends on mental readiness and adaptation 

capacity of the workforce (Ahad et al., 2020; Guo & Xu, 2021; Yusuf et al., 2023). In geographically 

and structurally challenging regions such as Donggala Regency in Central Sulawesi, these challenges 

are compounded by limited infrastructure, high work pressure, and organizational culture barriers that 

hinder the optimal utilization of digital technology (Roman & Al Room, 2022). 

One of the most compelling reasons for choosing Donggala Regency Police Department 

(Polres Donggala) as the study site is a tragic incident that occurred at the Sirenja Police Sector 

(Polsek Sirenja) in 2019. A member of the police force fatally shot another officer during an 

altercation over a missing inventory item with no clear explanation. Upon investigation and 

evaluation, it was suspected that the perpetrator was under severe psychological stress and not in a 

mentally stable condition at the time of the incident, leading to behaviour that violated the ethical 

code of the Indonesian Police. This incident served as a wake-up call for the Central Sulawesi 

Regional Police (Polda Sulteng) to introspect and reevaluate their approach to mental health 

management. In response, Polda Sulteng welcomed the national e-Mental initiative launched by Polri 

in 2020. The application was socialized across the province, and by 2021, the first data entries were 

conducted to gain a psychological profile of all police personnel in the region. The e-Mental 

application was designed to be filled out regularly—twice a year—to provide updated insights into 

personnel's mental condition and to identify individuals who may require further intervention. 

The mental health of police personnel is a critical aspect that directly affects their performance 

and the quality of public service. Andersson et al. (2014) found that digital-based mental health 
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interventions significantly reduce stress, improve early detection of psychological disorders, and 

expand access to mental health services (Bawar et al., 2023; Kun & Gadanecz, 2022). However, in 

practice, the use of the e-Mental application in Polri has not been fully effective due to persistent 

social stigma related to mental health assessments and the potential for data manipulation due to 

internal organizational pressures (Kaplan et al., 2018; Lestari et al., 2021; Sonta, 2016). These issues 

challenge the implementation of e-Mental as an administrative and psychological intervention tool to 

improve service quality. 

Work-related stress and pressure among police officers have long been a concern, as 

highlighted by Violanti et al. (Brooks et al., 2023; Dreer, 2023; Violanti et al., 2017) and Andersen 

et al. (Andersen et al., 2015), who noted that occupational stress contributes to higher risks of 

depression, sleep disorders, and even suicide among law enforcement personnel. Moreover, untreated 

mental health issues may result in aggressive behaviour and ethical violations during the execution 

of duties (Rakhim et al., 2021). Thus, technology-based interventions such as the e-Mental platform 

must be not only administratively adopted but also integrated into contextually appropriate 

psychological support systems. 

Digital transformation is not only a tool for process efficiency but also a critical instrument in 

building data-driven, responsive, and personalized service systems. The adoption of digital 

technology by Polri, including the e-Mental application, is essentially an implementation of national 

regulations such as the National Police Regulation No. 14 of 2018 on Humanist Public Service 

Transformation and Ministry of Health Regulation No. 9 of 2022 on Digital Health Services. Through 

this platform, police officers can independently monitor and manage their mental health in a 

sustainable manner, which in turn supports work performance and better public service quality (Bond 

et al., 2023; Tavares et al., 2022; Westheimer et al., 2023). 

Nonetheless, there remains a research gap in integrating technological, psychological, and 

service quality aspects within law enforcement institutions. Most existing studies focus on general 

populations or health professionals (Andersson et al., 2014; Clarke et al., 2015), without considering 

the structural pressures and work demands specific to police organizations. Therefore, a holistic 

approach is needed that combines digital transformation, mental health support, and quality service 

management into a unified intervention framework. This study seeks to address this gap by 

empirically examining the effect of digital transformation on the public service quality of Polri, with 

particular attention to the mediating and moderating roles of mental health variables. The research is 

conducted in the context of the Donggala Regency Police Department, a setting with unique 

geographic, cultural, and organizational characteristics that provide a critical lens to understand the 

effectiveness of digital adoption in policing institutions. This study is expected to contribute not only 

to the theoretical discourse on digital transformation and public service but also offer practical 

recommendations for strengthening data-driven and psychologically informed policy within Polri. 

METHODS 

Research Design; This study employed a quantitative research approach with a causal design, 

specifically utilizing moderation regression analysis to test the interaction effects between variables. 

The research was conducted within the jurisdiction of the Police Resort (Polres) of Donggala 

Regency, encompassing nine sub-district-level police stations (Polsek). The study aimed to explore 

the influence of digital transformation on service quality, with mental health as a moderating variable. 

Research Participants; The study involved two distinct groups of respondents. The first group 

consisted of 205 police officers who assessed the constructs of digital transformation and mental 

health. The second group included 205 community members who evaluated the quality of police 

services. A census method was applied to ensure comprehensive participation from both internal and 

external stakeholders of the police organization.  
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Data Collection Techniques: Data were collected using structured questionnaires distributed 

directly to participants. The questionnaires were adapted from well-established and validated models 

to ensure relevance and accuracy in measuring the constructs under study. Research Validation; The 

instrument measuring digital transformation was based on the Technology Acceptance Model (TAM) 

and comprised 13 items, with item validity coefficients ranging from 0.50 to 0.60 (above the r-table 

value of 0.179), and a Cronbach’s alpha reliability score of 0.822. Mental health was assessed using 

the SKM-12 scale (adapted from the WHO’s Self-Reporting Questionnaire), consisting of 12 items 

with similar validity and a reliability coefficient of 0.820. Service quality was measured using an 

adapted version of the E-ServQual (ES-QUAL) model, containing 22 items with item validity values 

between 0.40 and 0.50 and a reliability score of 0.883. Research Analysis; The data were analyzed 

using SPSS software. Moderation regression analysis was employed to examine the main and 

interaction effects among variables. Partial t-tests were conducted to evaluate the individual 

significance of predictors, while interaction terms were used to test for moderating effects of mental 

health on the relationship between digital transformation and service quality. 

RESULTS AND DISCUSSION 

To examine the proposed hypotheses, this study employed multiple regression analysis, 

including moderation testing. The analysis was conducted to assess the direct effect of digital 

transformation (via the e-Mental application) on service quality, as well as the mediating and 

moderating role of officers' mental health. Data were processed using SPSS with a focus on 

standardized and unstandardized regression coefficients, t-statistics, and significance levels (p-

values), complemented by the coefficient of determination (R²) to evaluate model fit and explanatory 

power. 

Table 1. The Effect of Digital Transformation (X) on Service Quality (Y) 
Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardi

zed Coefficients 

t Sig. B 

Std. 

Error Beta 

1 (Constant) 14.012 2.673 
 

5.2

42 

.00

0 

Transformasi 

Digital 

1.417 .052 .887 27.

391 

.00

0 

a. Dependent Variable: Kualitas Pelayanan 

Y = 14.012 + 1.417 X 

 

Hypothesis 1: The Effect of Digital Transformation on Service Quality 

To examine the first hypothesis, a simple linear regression analysis was conducted to 

determine whether digital transformation significantly influences the quality of police services. The 

analysis involved using digital transformation as the independent variable and service quality as the 

dependent variable. The results indicate that digital transformation has a statistically significant 

positive effect on service quality. The regression coefficient for digital transformation is 1.417, with 

a t-value of 27.391 and a significance level of 0.000. This t-value exceeds the critical value of 1.972 

at a 5% significance level and 203 degrees of freedom, indicating strong statistical evidence to support 

the relationship. 

The high standardized beta coefficient of 0.887 further suggests that digital transformation 

contributes substantially to the improvement of service quality. These findings imply that the greater 

the implementation and adoption of digital transformation initiatives, particularly through tools such 

as the e-Mental application, the better the quality of services as perceived by the community. 

Based on these results, hypothesis 1 (H1), which posits that digital transformation has a significant 

effect on service quality, is accepted. 
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Table 2. The Effect of Digital Transformation (X) on Mental Health (M) 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardi

zed Coefficients 

t Sig. B 

Std. 

Error Beta 

1 (Constant) 5.767 1.764 
 

3.2

69 

.00

1 

Transformasi 

Digital 

.807 .034 .856 23.

639 

.00

0 

a. Dependent Variable: Kesehatan Mental 

Y = 5.767 + 0.807 X 

 

Hypothesis 2: The Effect of Digital Transformation on Mental Health 

To assess the second hypothesis, a simple linear regression analysis was conducted to 

determine the effect of digital transformation on the mental health of police personnel. In this model, 

digital transformation served as the independent variable, while mental health was the dependent 

variable. 

The analysis yielded a regression coefficient of 0.807, with a t-value of 23.639 and a significance 

level of 0.000. This t-value far exceeds the critical threshold of 1.972 at a 5 percent significance level 

with 203 degrees of freedom, indicating a statistically significant relationship between the two 

variables. 

Furthermore, the standardized beta coefficient of 0.856 demonstrates a strong positive 

association, suggesting that the implementation of digital transformation, particularly through 

initiatives such as the e-Mental application, contributes meaningfully to improvements in the 

psychological well-being of police officers. 

In light of these findings, hypothesis 2 (H2), which posits that digital transformation has a significant 

effect on mental health, is accepted. 

 
Table 3. The Effect of Mental Health (M) on Service Quality (Y) 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardi

zed Coefficients 

t Sig. B 

Std. 

Error Beta 

1 (Constant) 17.983 2.892 
 

6.2

17 

.00

0 

Kesehatan 

Mental 

1.457 .061 .859 23.

938 

.00

0 

a. Dependent Variable: Kualitas Pelayanan 

Y = 17.983 + 1.457X 

 

Hypothesis 3: The Effect of Mental Health on Service Quality 

To test the third hypothesis, a linear regression analysis was carried out to examine the 

influence of mental health on the perceived quality of police services. In this model, mental health 

was treated as the independent variable, while service quality served as the dependent variable. The 

results indicate a regression coefficient of 1.457, with a t-value of 23.938 and a significance level of 

0.000. Given that the observed t-value significantly exceeds the critical value of 1.972 at the 5 percent 

level with 203 degrees of freedom, the result is statistically significant. 

The standardized beta coefficient of 0.859 further confirms a strong and positive association, 

suggesting that higher levels of mental health among police officers are closely linked to 

improvements in the quality of services delivered to the public. Based on these findings, hypothesis 

3 (H3), which proposes that mental health significantly influences service quality, is accepted. 
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Table 4. The Moderating Effect of Mental Health (M) on the Relationship Between Digital Transformation of e-Mental 

Application (X) and Service Quality (Y) 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardi

zed Coefficients 

t Sig. B 

Std. 

Error Beta 

1 (Constant) -19.837 8.130 
 

-

2.440 

.01

6 

Transformasi 

Digital 

1.640 .208 1.026 7.8

78 

.00

0 

Kesehatan 

Mental 

1.476 .236 .871 6.2

50 

.00

0 

XM -.019 .005 -.928 -

3.890 

.00

0 

a. Dependent Variable: Kualitas Pelayanan 

Y = 19.837 + 1.640 X + 1.476 M – 0.019 XM 

 

Hypothesis 4: The Effect of Digital Transformation on Service Quality Moderated by Mental Health 

The fourth hypothesis aimed to test whether mental health moderates the relationship between 

digital transformation and service quality. For this purpose, a multiple regression analysis was 

conducted, including an interaction term between digital transformation and mental health. The 

results show that the interaction coefficient between digital transformation and mental health is 

negative and statistically significant, with a t-value of -3.890 and a significance level of 0.000. Since 

the t-value exceeds the critical threshold of 1.972, and the p-value is well below 0.05, it can be 

concluded that the interaction effect is significant. This finding suggests that mental health plays a 

moderating role in the relationship between digital transformation and service quality. Interestingly, 

the negative direction of the interaction indicates that the higher the level of mental health among 

police officers, the weaker the influence of digital transformation on service quality. 

In other words, while digital transformation and mental health independently contribute 

positively to service quality, the presence of high mental well-being may reduce reliance on digital 

systems in enhancing service performance. This implies that personnel with strong psychological 

resilience might lean more on interpersonal and experiential skills rather than technological tools to 

deliver quality service. Based on these results, hypothesis 4 (H4), which posits that mental health 

moderates the effect of digital transformation on service quality, is accepted. This study was 

conducted to analyze how digital transformation through the e-Mental application affects the service 

quality of police personnel in the Donggala Police Department, particularly with the consideration of 

the mediating and moderating role of mental health. The findings of this research offer both 

theoretical enrichment and practical implications in the field of public service performance, digital 

innovation, and occupational mental health, particularly within the context of law enforcement 

institutions in Indonesia. 

The results indicate that digital transformation alone does not directly improve public service 

quality. The first hypothesis, which tested the direct effect of digital transformation on service quality, 

showed a statistically significant negative coefficient. Although this finding may seem 

counterintuitive, it aligns with emerging concerns in organizational psychology and public 

administration that digitalization, if not integrated holistically, may lead to inefficiencies, 

miscommunication, or increased mental burdens (Ball, 2017; Boland, 2020; Fanreza, 2018). In the 

context of the police force, which traditionally emphasizes physical presence, command structures, 

and human interaction, sudden shifts toward digital systems—such as the e-Mental application—may 

disrupt workflows if not adequately supported by organizational readiness and human factors. 

The second finding revealed that digital transformation significantly influences police 

officers' mental health in a positive direction. This aligns with the core constructs of the Technology 

Acceptance Model (TAM) (Gupta et al., 2022; Otto et al., 2021; Rafique et al., 2020; Scherer et al., 
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2019), which suggests that when users perceive a technology as useful and easy to use, it positively 

affects attitudes and behavioural outcomes. In this case, the e-Mental application seems to function 

as a supportive tool for officers by offering accessibility to mental health monitoring and resources, 

thus reducing stress and increasing psychological resilience (Basinska et al., 2014b; Wolfe et al., 

2016). This is particularly crucial in high-risk, high-stress professions such as law enforcement, where 

mental health is a key determinant of job performance, interpersonal behaviour, and public 

perception. 

The third finding strengthens this relationship by demonstrating that mental health itself has 

a significant positive effect on service quality. This supports the established theory in organizational 

behaviour that psychological well-being enhances employee motivation (Basinska et al., 2014a; 

Hassan et al., 2022), interpersonal relationships, and task performance. Employees with better mental 

health exhibit higher levels of organizational commitment and job satisfaction, both of which are 

known predictors of service quality (Schiavone et al., 2023; Siripipatthanakul et al., 2022). That 

mental health directly influences employee motivation, which in turn mediates service performance. 

Within the police institution, officers with sound mental health are more likely to engage positively 

with the public, respond ethically to conflict, and maintain professional behaviour under pressure—

factors that are directly related to perceived service quality by the public (Irfani & Bantarti, 2023). 

The fourth hypothesis introduced a more complex insight by testing whether mental health 

moderates the relationship between digital transformation and service quality. The result shows that 

while the interaction is statistically significant, the direction is negative. This implies that higher 

levels of mental health actually weaken the direct influence of digital transformation on service 

quality (Chaeruddin et al., 2024; Do et al., 2022; Ekaabi et al., 2020; Sri Tatminingsih, 2022). At first 

glance, this result might appear paradoxical. However, when placed in the broader context of 

occupational systems theory, the result becomes more interpretable. One possible explanation for the 

negative moderation is the presence of an over-reliance on digital tools, which might reduce the active 

engagement or innovation by officers who are already mentally healthy. In other words, individuals 

who are mentally strong may tend to rely more on interpersonal and traditional mechanisms to deliver 

services effectively, rendering the additional digital tools redundant or even disruptive. Furthermore, 

high mental health may lead to increased confidence and autonomy, which might conflict with the 

structured protocols embedded in digital applications, resulting in a mismatch between digital system 

guidance and real-world decision-making processes. 

Another explanation could be rooted in the system-actor interaction model. This model 

postulates that technology must operate in synergy with individual capacity and environmental factors 

(Song & Li, 2019). When mental health is optimal, the individual may rely less on system support, 

thereby diminishing the marginal utility of digital transformation. Conversely, when mental health is 

low, digital systems such as e-Mental can play a compensatory role by providing structure, feedback, 

and mental health scaffolding. This contextual dependency emphasizes the need for a nuanced 

understanding of how digital and human factors interact in shaping service outcomes. This brings us 

to the novelty of the study. One of the main contributions of this research lies in its conceptual and 

empirical rejection of a simplistic, linear relationship between digital transformation and service 

quality. Most prior models assume a direct positive correlation between technological innovation and 

service delivery outcomes. This research, however, demonstrates that the effectiveness of digital 

transformation is contingent upon intermediary psychological variables—especially mental health—

and potentially other external moderating variables such as organizational culture, leadership, and 

motivation. 

This novelty is best illustrated through a conceptual model, which shows that digital 

transformation affects service quality indirectly through mental health, and that this relationship is 

further shaped by other moderating factors. These findings not only challenge conventional wisdom 

but also expand the theoretical framework by integrating insights from TAM, mental health theory, 

and service quality models such as ES-QUAL. Moreover, the research emphasizes the importance of 



Junaidi et al. / Journal of Nonformal Education. Vol.11, No.2 (2025): 337-348 

344 

 

user-cantered design in digital public services. The implementation of the e-Mental application, 

though statistically impactful, cannot be assumed to be effective across all personnel or operational 

contexts. The success of such innovations depends largely on their alignment with user needs, 

psychological readiness, and the socio-organizational environment. As highlighted in previous 

research (Fawzi et al., 2021; Surajiyo et al., 2021), employee motivation and ability are crucial 

moderators that determine whether digital systems translate into higher service quality. This suggests 

that future policy and practice should focus not only on technology deployment but also on human 

resource development and mental health support. 

Improving the quality of police services can be more than just enhancing institutional 

performance—it can also function as a form of community education. When police provide services 

that are transparent, respectful, and responsive, they help citizens learn about their rights, legal 

processes, and how to participate in maintaining public order. Professional police behaviour in 

divided societies can promote civic understanding, reduce social tensions, and build stronger 

community relations (Frevel & Kuschewski, 2023). From the internal perspective, that informal 

learning within police organizations plays a key role in professional development. This learning—

through daily experiences and interactions—shapes how officers engage with the public (Holmgren 

& Sjöberg, 2022). Blended learning in police training supports long-term improvement in service 

delivery, which indirectly educates citizens through modern and accessible service platforms (Belur 

et al., 2023). In a broader context, reforms in police education, as seen in Ireland, have shown that 

higher education and structured training can strengthen public trust (Thompson & Payne, 2019). 

Academic development in policing increases professionalism and helps officers understand their role 

in society not only as law enforcers but also as community educators (Terpstra & Schaap, 2021). 

Therefore, high-quality police service can be viewed as a channel for social learning and civic 

development. 

The implications of this research are significant. For police organizations, especially in 

regions such as Donggala with varied operational capacities, the deployment of digital platforms must 

be accompanied by systemic support for mental health, continuous training, and leadership alignment. 

For policymakers, the study underscores the necessity of integrating digital innovation with broader 

organizational development strategies. For researchers, the study offers a new framework for 

examining digital transformation by introducing a mediating and moderating mechanism grounded 

in psychological and behavioural science. In conclusion, the study provides robust evidence that 

digital transformation does not function in isolation. Its effectiveness in improving public service 

quality is dependent on the mental well-being of personnel and likely influenced by additional 

contextual variables. This finding calls for a more integrated, human-cantered approach to digital 

innovation in public services. The novelty of this research lies not only in its empirical findings but 

also in its theoretical refinement of how digital transformation should be conceptualized in relation 

to human factors and service outcomes. 

CONCLUSION 

Based on the results of regression analysis and moderation testing, this study concludes that 

digital transformation through the e-Mental application does not have a direct positive impact on the 

quality of public services delivered by police personnel at the Donggala Police Department, as the 

first hypothesis was supported showing a significant negative direct effect of digital transformation 

on service quality. This finding indicates that digital tools, when implemented without adequate 

integration with personnel readiness and organizational support, may not directly enhance service 

outcomes. However, the second hypothesis confirmed that digital transformation has a significant 

positive effect on the mental health of officers, reinforcing the idea that well-designed digital 

interventions can effectively promote psychological well-being among public service workers. The 

third hypothesis demonstrated that officers’ mental health positively and significantly contributes to 
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improved service quality, emphasizing the importance of psychological stability in maintaining 

responsive and professional service delivery. Interestingly, the fourth hypothesis revealed a 

significant negative moderating effect of mental health in the relationship between digital 

transformation and service quality, suggesting that officers with higher mental health may depend 

more on intrinsic capabilities—such as interpersonal skills and empathetic communication—than on 

digital systems in delivering quality services. Overall, this study contributes a novel non-linear 

conceptual model where mental health functions both as a mediating and moderating factor, 

underscoring that the effectiveness of digital transformation in public institutions depends not only 

on technological advancements but also on the psychological and organizational context, thereby 

urging policymakers to integrate mental health initiatives alongside digital reforms to sustain 

improvements in public service quality. 

REFERENCES 

Ahad, A., Tahir, M., Sheikh, M. A., Ahmed, K. I., Mughees, A., & Numani, A. (2020). Technologies 

trend towards 5g network for smart health-care using iot: A review. Sensors (Switzerland), 

20(14). https://doi.org/10.3390/s20144047  

Akbar, A. et al. (2023). Pengaruh Kesehatan Mental Dan Kepuasan Kerja Terhadap Komitmen 

Organisasi Pada Karyawan Umkm. MARS Journal, 2(2). 

Andersen, J. P., Papazoglou, K., Koskelainen, M., Nyman, M., Gustafsberg, H., & Arnetz, B. B. 

(2015). Applying Resilience Promotion Training Among Special Forces Police Officers. SAGE 

Open, 5(2). https://doi.org/10.1177/2158244015590446 

Andersson, G., Cuijpers, P., Carlbring, P., Riper, H., & Hedman, E. (2014). Guided Internet-based 

vs. face-to-face cognitive behavior therapy for psychiatric and somatic disorders: A systematic 

review and meta-analysis. World Psychiatry, 13(3). https://doi.org/10.1002/wps.20151 

Ball, R. (2017). Services in the Digital Era. Journal of the Canadian Association for Curriculum 

Studies, 15(2). 

Basinska, B. A., Wiciak, I., & Dåderman, A. M. (2014a). Fatigue and burnout in police officers: The 

mediating role of emotions. Policing, 37(3). https://doi.org/10.1108/PIJPSM-10-2013-0105 

Basinska, B. A., Wiciak, I., & Dåderman, A. M. (2014b). Policing: An International Journal of Police 

Strategies & Management. An International Journal of Police Strategies & Management 

Journal of Police Strategies &amp; Management Iss An International Journal of Police 

Strategies &amp; Management, 37(4). 

Bawar, J. B., Yango, A., & Bermudo, P. J. (2023). Work-Related Stress, Adversity Quotient, and 

Psychological Well-Being of Local College Instructors in the New Normal. Technium Social 

Sciences Journal, 44. https://doi.org/10.47577/tssj.v44i1.9021 

Belur, J., Glasspoole-Bird, H., Bentall, C., & Laufs, J. (2023). What do we know about blended 

learning to inform police education? A rapid evidence assessment. Police Practice and 

Research, 24(1). https://doi.org/10.1080/15614263.2022.2073230 

Berthold, M. (Michael). (2012). Bisociative knowledge discovery : an introduction to concept, 

algorithms, tools, and applications. Financial Cryptography and Data Security. FC 2016., 

January 2020. 

Boland, B. (2020). Quality improvement in mental health services. BJPsych Bulletin, 44(1). 

https://doi.org/10.1192/bjb.2019.65 

Bond, R. R., Mulvenna, M. D., Potts, C., O’Neill, S., Ennis, E., & Torous, J. (2023). Digital 

transformation of mental health services. Npj Mental Health Research, 2(1). 

https://doi.org/10.1038/s44184-023-00033-y 

Brooks, M., Taylor, E., & Hamby, S. (2023). Polyvictimization, Polystrengths, and Their 

Contribution to Subjective Well-Being and Posttraumatic Growth. Psychological Trauma: 

Theory, Research, Practice, and Policy, 16(3). https://doi.org/10.1037/tra0001489 



Junaidi et al. / Journal of Nonformal Education. Vol.11, No.2 (2025): 337-348 

346 

 

Chaeruddin, M. A., Syam, H., Akib, H., & Haris, H. (2024). Service Quality-Based Public Trust at 

City Resort Police in Indonesia. KnE Social Sciences. https://doi.org/10.18502/kss.v9i2.14916 

Clarke, A. M., Kuosmanen, T., & Barry, M. M. (2015). A Systematic Review of Online Youth Mental 

Health Promotion and Prevention Interventions. Journal of Youth and Adolescence, 44(1). 

https://doi.org/10.1007/s10964-014-0165-0 

Do, T. D., Pham, H. A. T., Thalassinos, E. I., & Le, H. A. (2022). The Impact of Digital 

Transformation on Performance: Evidence from Vietnamese Commercial Banks. Journal of 

Risk and Financial Management, 15(1). https://doi.org/10.3390/jrfm15010021 

Donnelly, M., Kerr, N. J., Rimmer, R., & Shiu, E. M. (2006). Assessing the quality of police services 

using SERVQUAL. Policing, 29(1). https://doi.org/10.1108/13639510610648502 

Dreer, B. (2023). Witnessing well-being in action: Observing teacher well-being during field 

experiences predicts student teacher well-being. Frontiers in Education, 8. 

https://doi.org/10.3389/feduc.2023.967905 

Ekaabi, M., Khalid, K., & Davidson, R. (2020). The service quality and satisfaction of smart policing 

in the UAE. Cogent Business and Management, 7(1). 

https://doi.org/10.1080/23311975.2020.1751904 

Fanreza, R. (2018). The Quality of Teachers in Digital Era. https://doi.org/10.2991/amca-

18.2018.128 

Fawzi, A., Saifulah, D., & Kusumawati, P. D. (2021). Nurse Caring Behavior Analysis In Term Of 

Performance and Workload Satisfaction Of Lavalette Malang Hospital. Institut Ilmu Kesehatan 

STRADA Indonesia, 10(1). 

Frevel, B., & Kuschewski, P. (2023). Policing divided societies. Requirements for the civic education 

of police officers. Journal of Criminological Research, Policy and Practice, 9(2). 

https://doi.org/10.1108/JCRPP-09-2022-0047 

Guo, L., & Xu, L. (2021). The effects of digital transformation on firm performance: evidence from 

China’s manufacturing sector. Sustainability (Switzerland), 13(22). 

https://doi.org/10.3390/su132212844 

Gupta, S., Abbas, A. F., & Srivastava, R. (2022). Technology Acceptance Model (TAM): A 

Bibliometric Analysis from Inception. Journal of Telecommunications and the Digital Economy, 

10(3). https://doi.org/10.18080/jtde.v10n3.598 

Haprabu, W., Daswati, D., Ahmad, A., & Salam, R. (2020). Quality of Driving License Service at the 

Palu Police Station. PINISI Discretion Review, 1(1). 

Hassan, S., Ansari, N., Rehman, A., & Moazzam, A. (2022). Understanding public service 

motivation, workplace spirituality and employee well-being in the public sector. International 

Journal of Ethics and Systems, 38(1). https://doi.org/10.1108/IJOES-06-2021-0135 

Holmgren, R., & Sjöberg, D. (2022). The value of informal workplace learning for police education 

teachers’ professional development. Journal of Workplace Learning, 34(7). 

https://doi.org/10.1108/JWL-04-2021-0040 

Irfani, A. M., & Bantarti, W. (2023). Mental Health Promotion for Productivity of Employee at 

Workplace in Indonesia. Asean Social Work Journal, 11(1). 

https://doi.org/10.58671/aswj.v11i1.34 

Kaplan, J. B., Christopher, M. S., & Bowen, S. (2018). Dispositional Mindfulness Moderates the 

Relationship Between Occupational Stressors and Perceived Stress Among Law Enforcement 

Personnel. Journal of Police and Criminal Psychology, 33(3). https://doi.org/10.1007/s11896-

017-9246-9 

Kun, A., & Gadanecz, P. (2022). Workplace happiness, well-being and their relationship with 

psychological capital: A study of Hungarian Teachers. Current Psychology, 41(1). 

https://doi.org/10.1007/s12144-019-00550-0 

Lestari, Y. S., Fahmie, A., & Zulaifah, E. (2021). The Impact of Remuneration toward Salary 

Satisfaction: A Case Study on Job Evaluation Method in SME Employees in Central Sulawesi. 



Journal of Nonformal Education  p-ISSN 2442-532X | e-ISSN 2528-4541 

Vol. 11, No. 2 (2025) 337-348  https://journal.unnes.ac.id/journals/jone 

 

347 

Indonesia. Journal of Nonformal Education, 7(2), 217-225. 

http://dx.doi.org/10.15294/jne.v7i2.32029 

Lu, V. N., Wirtz, J., Kunz, W. H., Paluch, S., Gruber, T., Martins, A., & Patterson, P. G. (2020). 

Service robots, customers and service employees: what can we learn from the academic literature 

and where are the gaps? In Journal of Service Theory and Practice (Vol. 30, Issue 3). 

https://doi.org/10.1108/JSTP-04-2019-0088 

Otto, S., Strenger, M., Maier-Nöth, A., & Schmid, M. (2021). Food packaging and sustainability – 

Consumer perception vs. correlated scientific facts: A review. In Journal of Cleaner Production 

(Vol. 298). https://doi.org/10.1016/j.jclepro.2021.126733 

Pankow, K., Sutcliffe, J. T., Conyers, D., Robinson, L. D., Schweickle, M. J., Liddelow, C., & Vella, 

S. A. (2024). Mental health risk and protective factors in Australian cricket. International 

Journal of Sport and Exercise Psychology. https://doi.org/10.1080/1612197X.2024.2310103 

Parasuraman, A., Berry, L. L., & Zeithaml, V. A. (1988). A multiple-item scale for measuring 

consumer perception of service quality. In Wiley Encyclopedia of Management. 

Rafique, H., Almagrabi, A. O., Shamim, A., Anwar, F., & Bashir, A. K. (2020). Investigating the 

Acceptance of Mobile Library Applications with an Extended Technology Acceptance Model 

(TAM). Computers and Education, 145. https://doi.org/10.1016/j.compedu.2019.103732 

Rakhim,  akhman fani, Matulessy, A., & Rini,  rr. amanda pasca. (2021). Stres kerja pada anggota 

kepolisian di jawa timur: Bagaimana peranan makna kerja? Sukma : Jurnal Penelitian Psikologi, 

2(01). 

Roman, J., & Al Room, K. (2022). “Smart Police Station: A journey towards excellence, Dubai Police 

case study.” International Conference on Quality Engineering and Management. 

Scherer, R., Siddiq, F., & Tondeur, J. (2019). The technology acceptance model (TAM): A meta-

analytic structural equation modeling approach to explaining teachers’ adoption of digital 

technology in education. Computers and Education, 128. 

https://doi.org/10.1016/j.compedu.2018.09.009 

Schiavone, F., Pietronudo, M. C., Sabetta, A., & Ferretti, M. (2023). Total quality service in digital 

era. TQM Journal, 35(5). https://doi.org/10.1108/TQM-12-2021-0377 

Siripipatthanakul, S., Limna, P., & Jaipong, P. (2022). Total Quality Management for Modern 

Organisations in the Digital Era. Advance Knowledge for Executives, 1(1). 

Song, J., & Li, W. (2019). Linkage between the environment and individual resilience to urban 

flooding: A case study of shenzhen, china. International Journal of Environmental Research 

and Public Health, 16(14). https://doi.org/10.3390/ijerph16142559 

Sonta, A. (2016). Bunuh Diri Polisi dalam Perspektif Psikologi Sosial. Jurnal Keamanan Nasional, 

2(2). https://doi.org/10.31599/jkn.v2i2.44 

Sri Tatminingsih. (2022). The Type of Childcare for Working Mothers in Indonesia. JPUD - Jurnal 

Pendidikan Usia Dini, 16(2). https://doi.org/10.21009/jpud.162.01 

Srivastava, S. C., Chandra, S., & Shirish, A. (2015). Technostress creators and job outcomes: 

Theorising the moderating influence of personality traits. Information Systems Journal, 25(4). 

https://doi.org/10.1111/isj.12067 

Surajiyo, S., Nasruddin, N., Fanira, N., & Paleni, H. (2021). Penggunaan Metode Structural Equation 

Modeling (SEM) Pada Pengaruh Kemampuan Kerja dan Motivasi Terhadap Kinerja Karyawan 

serta dampaknya Terhadap Kualitas Layanan Administrasi Pendidikan di Fakultas Ekonomi dan 

Bisnis Universitas Bina Insan. JMBI UNSRAT (Jurnal Ilmiah Manajemen Bisnis Dan Inovasi 

Universitas Sam Ratulangi)., 8(3). https://doi.org/10.35794/jmbi.v8i3.36015 

Tavares, D., Lopes, N., & Gonçalves, C. M. (2022). Work transformations in contexts of pression for 

professional performance. Sociologia, Problemas e Praticas, 99. 

https://doi.org/10.7458/SPP20229921552 

Teng, X., Wu, Z., & Yang, F. (2022). Research on the Relationship between Digital Transformation 

and Performance of SMEs. Sustainability (Switzerland), 14(10). 



Junaidi et al. / Journal of Nonformal Education. Vol.11, No.2 (2025): 337-348 

348 

 

https://doi.org/10.3390/su14106012 

Terpstra, J., & Schaap, D. (2021). The Politics of Higher Police Education: An International 

Comparative Perspective. Policing (Oxford), 15(4). https://doi.org/10.1093/police/paab050 

Thompson, J., & Payne, B. (2019). Towards professionalism and police legitimacy? An examination 

of the education and training reforms of the police in the republic of Ireland. Education Sciences, 

9(3). https://doi.org/10.3390/educsci9030241 

Vial, G. (2019). Understanding digital transformation: A review and a research agenda. In Journal of 

Strategic Information Systems 28(2). https://doi.org/10.1016/j.jsis.2019.01.003 

Violanti, J. M., Charles, L. E., McCanlies, E., Hartley, T. A., Baughman, P., Andrew, M. E., 

Fekedulegn, D., Ma, C. C., Mnatsakanova, A., & Burchfiel, C. M. (2017). Police stressors and 

health: a state-of-the-art review. In Policing, 40(4). https://doi.org/10.1108/PIJPSM-06-2016-

0097 

Westheimer, J. L., Moukaddam, N., Lindsay, J. A., Sabharwal, A., Najafi, B., Iacobelli, P. A., Boland, 

R. J., & Patriquin, M. A. (2023). Technology Implementation for Mental Health End Users: A 

Model to Guide Digital Transformation for Inpatient Mental Health Professionals. JMIR Mental 

Health, 10. https://doi.org/10.2196/40429 

WHO. (2020). Mental health and psychosocial considerations during the. Mental Health and 

Psychosocial Consiederations during the COVID- 19 Outbreak. 

Wolfe, S. E., Piquero, A. R., ESRC Seminar Seies, van Dijk, A., Crofts, N., Trinkner, R., Tyler, T. 

R., Goff, P. A., Moore, M. H., Braga, A., Klahm, C. F., Jordan, I. V, Laura, P., Police, R., 

Tasdoven, H., Kaya, M., Skogan, W. G., Van Craen, M., Hennessy, C., … Martin, P. (2016). 

Policing : An International Journal of Police Strategies & Management Police Supervision : 

Perspectives of Supervisors and Their Subordinates. Policing and Society, 9463(2). 

Yu, J., Wang, J., & Moon, T. (2022). Influence of Digital Transformation Capability on Operational 

Performance. Sustainability (Switzerland), 14(13). https://doi.org/10.3390/su14137909 

Yusuf, M., Satia, H. M. R., Bernardianto, R. B., Nur-Hasanah, N., Irwani, I., & Setyoko, P. I. (2023). 

Exploring the role of digital leadership and digital transformation on the performance of the 

public sector organizations. International Journal of Data and Network Science, 7(4). 

https://doi.org/10.5267/j.ijdns.2023.6.014 

Zeithaml., Valerie A., & Berry, L. L. (2018). Servqual: A Multiple Item Scale For Measuring 

Consumer Perceptions Of Service Quality. Journal of Retaling, 64(1). 

 
 


