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Abstract

Purpose: This study investigates the impact of IT Service Management
(ITSM) practices on employee performance, with a particular focus on
the mediating roles of knowledge sharing and innovation capability. The
research aims to provide a comprehensive understanding of how ITSM
practices influence employee performance and how these effects are
mediated by organizational knowledge sharing and innovation.

Method: A quantitative research design was employed, utilizing a
survey-based approach to collect data from 600 IT professionals across
various organizations. The study used structural equation modeling with
SmartPLS 4.0 to analyze the relationships between ITSM practices,
knowledge sharing, innovation capability, and employee performance.
The sample included 450 valid responses, providing a robust dataset for
analysis.

Findings: The study found that ITSM practices positively impact
employee performance, with knowledge sharing and innovation
capability serving as significant mediators in this relationship. Effective
knowledge sharing enhances the benefits of ITSM practices by
facilitating access to critical information, while strong innovation
capability helps in adapting and refining ITSM practices to improve
performance outcomes.

Originality/Significance: This research fills a gap in the literature by
exploring the mediating roles of knowledge sharing and innovation
capability in the ITSM-performance relationship. The findings offer
valuable insights for organizations seeking to optimize I[TSM practices
and enhance employee performance, contributing to both theoretical
understanding and practical applications in [T management.

Keywords:IT Service Management (ITSM), Employee Performance,
Knowledge Sharing, Innovation Capability, Incident Management,
Employee Training and Development

Introduction

Today's networked and computerized world requires better IT resource
management and service delivery. IT Service Management. Optimise
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performance and accomplish corporate goals with IT
services (Mclntosh et al., 2024). IT Service Management is
comprised of Incident Management, Knowledge
Management, Workload Management, and Employee
Training and Development. Our methods improve
operations, achieve corporate goals, and enhance IT
services. Good IT Service Management (ITSM) is crucial
for operational excellence and organisational success as
company operations become more dependent on IT
(Shrestha et al., 2020). ITSM impacts organizational and
personnel performance beyond operations. Effective ITSM
practices decrease service disruptions, increase problem
resolution, and boost staff productivity (Al-Hawari &
Barham, 2021). Effective Incident Management solutions
fix IT issues quickly, allowing personnel focus on their
primary tasks. Comprehensive Employee Training and
Development programs linked into IT Service
Management (ITSM) frameworks give employees the
skills and knowledge they need to do their jobs well.
Knowledge Management Systems help employees make
better decisions and work more effectively by delivering
critical information(Zywiotek et al., 2022). Workload
management systems reduce employee stress, boost
productivity, and assign duties(Haddad et al., 2022). ITSM
components are essential to developing a successful and
high-performing workplace.

Although ITSM is becoming more important, the
relationship between employee performance and ITSM
strategies is being examined. The literature demonstrates
that ITSM practices affect operational efficiency, although
employee performance needs additional study (Permatasari
et al.,, 2023). Current study emphasizes creativity and
information sharing as mediators. IT service management
performance depends on knowledge exchange. It allows
staff solve IT issues and improve performance using shared
knowledge and best practises (Kahfi&Legowo, 2024).
Innovation is generally regarded as a cornerstone to
improving ITSM principles. It promotes staff innovation
(Woo et al., 2020). Improving ITSM strategies and
organizational outcomes requires understanding how these
mediating components affect employee performance and
ITSM practices. Organizational performance theories and
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ITSM reveal these relationships. The Resource-Based
View (RBV) states that an organization's resources and
capabilities, including ITSM practices, define its
competitiveness and success (MacLean &Titah, 2023).
Knowledge sharing and innovation improve ITSM.
Innovation helps ITSM processes adapt to changing
demands, while information exchange promotes
organisational knowledge and experience (Fajrillah et al.,
2022). Researchers can optimize ITSM practises and
analyze how they effect employee performance using these
theoretical methods.

Empirical research has examined how ITSM practices
affect operational efficiency and service quality. Multiple
studies demonstrate ITSM principles improve worker
productivity and service delivery. ITSM methods and
organizational performance were evaluated by Permatasari
et al. (2023). Poor ITSM systems like incident and
knowledge management lower worker productivity. Their
study indicated that fixing IT issues and getting important
data enhances productivity and lowers interruptions. [ITSM
employee training and development is well-studied. Wright
etal. (2022) said IT professionals need significant problem-
solving training. Their analysis found that [ITSM companies
that focused training and professional development had
higher productivity and employee satisfaction. ITSM
workload management increases productivity and
minimizes stress (Hogan et al., 2022). Knowledge
management systems affect ITSM, say Drljevic et al.
(2020). These technologies promote efficiency and
knowledge access. Swarnakar et al. (2021) say Knowledge
Management Systems assist [T professionals handle
problems by offering rapid access to relevant knowledge
and best practices. This improves performance and
decision-making. Knowledge management increases
worker performance, highlighting ITSM value of corporate
knowledge. Research shows innovative skill improves
ITSM. Innovative organizations may better adjust their
ITSM strategies to shifting needs, according to Rizun et al.
(2021). Their findings suggest that encouraging staff to be
creative and implement innovative ideas enhances ITSM
operations.
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This study examines how IT Service Management (ITSM)
practises affect employee performance, focusing on
knowledge sharing and innovation capabilitiy. This study
examines how ITSM techniques including Incident
Management, Employee Training and Development,
Knowledge Management Systems, and Workload
Management affect employee performance and how
knowledge sharing and innovation capabilities affect these
outcomes. The study examines these links to determine
how ITSM practices improve employee performance and
how knowledge exchange and innovation optimize them.
ITSM practices and employee performance are explained
theoretically and practically in this article. The article
bridges literature gaps by analyzing how knowledge
exchange and innovation affect ITSM framework
interactions. This research explains their relationships. It's
hypothetical. This study enhances ITSM and organizational
performance theories by explaining how ITSM approaches
effect employee performance. This paper helps firms
improve employee performance using Effective IT Service
Management (ITSM) techniques. The paper emphasises
information exchange and innovation to profit from ITSM
practises. Based on this study, firms may build techniques
to promote innovation and information sharing, enhancing
IT service management and staff performance. Managers
and IT professionals may enhance ITSM approaches to
boost business performance and employee happiness,
according to the report.

Literature Review

IT Service Management (ITSM) methods are important for
company productivity. Incident Management, for example,
guarantees seamless operations and staff performance.
Effective incident management reduces IT service failures,
improving work satisfaction and productivity. Employee
morale and performance improve with quick problem
solving, providing a pleasant workplace. For managing
complex IT systems in today's modern environment,
Employee Training and Development within [TSM
frameworks is essential. Frequent, concentrated training
boosts employee confidence and performance, boosting
individual and organizational success. Knowledge
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Management Systems (KMS) in ITSM improve employee
performance by solving problems quicker and better. [ITSM
frameworks with comprehensive KMS boost productivity
and creativity by teaching staff to leverage common
knowledge. ITSM task management improves worker
performance, promoting a balanced work environment and
long-term productivity. Effective responsibility
management reduces staff fatigue, decreasing output and
increasing turnover. This highlights the importance of
ITSM in maximizing human resource efficiency and
achieving employee performance while managing
technology.

IT Service Management Practices and Employee
Performance

As organizations use technology to simplify operations and
achieve strategic goals, employee performance and ITSM
methodologies are important to analyze. ITSM methods
guarantee that IT services meet business needs, making IT
systems reliable, effective, and supportive of company
goals(Maes, 2022). Incident management, employee
training and development, knowledge management
systems, and workload management affect employee
performance. Each of these components contributes to an
environment that encourages individual excellence, which
impacts organizational success(MacLean & Titah, 2023).
The latest research on ITSM practices and employee
performance is presented here. It explains this intricate
relationship using several research and theoretical
frameworks.Incident Management in ITSM aims to
quickly restore service operations to reduce the company's
exposure to disruptions. Incident management directly
affects the productivity of IT-dependent staff. Permatasari
et al., (2023)suggest that a well-structured Incident
Management plan can reduce delay and boost staff
productivity. Efficient event management eliminates
disturbances, letting staff focus on their work. This constant
flow of work enhances employee productivity and
corporate productivity. Technical issues can stress and
anger employees, thus addressing them quickly can
improve the workplace(Fast-Berglund et al., 2020).. Thus,
incident management requires solving technological issues
and creating settings that boost efficiency and satisfaction.
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Employee training and development within ITSM
frameworks employee performance. Staff must
continuously learn about I'T system and process advances in
today's fast-changing technological environment. Regular
training sessions targeted to ITSM processes can help
personnel enhance their technical abilities and
knowledge(Woo et al., 2020). Improved work performance
is linked to this. Training gives workers the tools they need
to succeed. These programs emphasize burden balance,
knowledge management, and incident management. Lim et
al., (2020)found that companies with substantial training
and development programs have higher employee
engagement, a reliable success indicator. Actively engaged
people are more likely to lead, solve challenges creatively,
and contribute to team dynamics. Staff training boosts
productivity, accuracy, and speed, according to da Silva et
al. (2022). This relationship suggests that skilled IT
workers need professional growth. ITSM practices must
integrate KMS to improve employee performance. By
gathering, storing, and sharing information, KMS assist
firms promote continuous learning and innovation and
improve decision-making. According to Zywiotek et al.
(2022), organizational effectiveness relies on knowledge
generation and usage in technology-intensive settings.
Strong knowledge management systems assist employees
solve problems and accomplish their duties by giving
information quickly, claim Hong et al. (2022). Using a
KMS to rapidly find essential information helps employees
address problems, decreasing interruption and boosting
service quality. Good knowledge management systems
boost worker productivity and creativity, according to
Chichkanov (2021). Because KMS encourages novel ideas
and approaches and regular problem-solving, performance
may increase. KMS encourages department and team
collaboration, allowing the organization to harness its
expertise and abilities, which is vital in complex IT
systems.The study shows that IT Service Management
methodologies boost employee performance. Knowledge
management systems, workload management, incident
management, and employee training and development are
essential for fostering peak performance. These methods
eliminate interruptions, develop abilities, share knowledge,
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and change office roles. A comprehensive IT service
management strategy that improves the organization's
technological infrastructure and human aspect is crucial for
success and optimal performance.

H1: IT Service Management Practices have a significant
and positive impact on Employee Performance

Knowledge sharing as a Mediator

Knowledge sharing has become essential to employee
performance and IT Service Management (ITSM)
practices, bridging the gap between human elements that
drive corporate success and technical systems. Employee
training, incident management, and workload management
optimise [T operations and meet company goals (Wubante
et al., 2022). If the company fosters information sharing,
these strategies can boost employee performance.
Knowledge sharing catalyzes ITSM benefits into
quantifiable employee performance improvements.
Information, when managed and disseminated effectively,
may improve performance, according to Xia et al., (2022).
Knowledge sharing increases problem-solving, innovation,
and work efficiency by giving employees access to the
organization's knowledge and expertise. This literature
analysis examines how information sharing mediates
employee performance and ITSM practices. It uses several
theoretical and empirical perspectives.Knowledge sharing
mediates the link between ITSM practices and employee
performance by improving decision-making and problem-
solving. Incident management is an ITSM method for
minimizing interruptions and assuring IT service
availability (Bukari et al., 2023). However, when
employees voluntarily share knowledge about preventing
and resolving such events, these systems work better.
(Alami et al., 2023)suggest that knowledge sharing helps
employees get relevant information at the correct moment,
which is vital for making effective decisions during
extreme situations. Giving staff knowledge about prior
issues, troubleshooting methods, and best practices will
help them address potential problems. Sharing this
experience reduces problem-solving time and enhances
service quality by helping workers adopt proven
solutions(Kwihangana, 2020). Recording and sharing

73



Volume 17 Issue 9 March 2025

episode knowledge encourages a culture of continuous
improvement. This leads to modest performance
improvements.

Employee training and development requires effective
knowledge sharing to integrate training skills into daily
work. ITSM training programs teach professionals how to
handle complicated IT systems and procedures. These
initiatives work best when people are motivated to share
their knowledge with coworkers(Wang et al., 2023). This
obstacle must be overcome to boost employee performance
from training. Sharing information helps colleagues and
improves employees' knowledge. This collaborative
learning environment helps individuals use their abilities to
complete complex tasks, improving team performance.
Sharing information ensures that training benefits the entire
organization, improving performance(Beck et al., 2023).
Information sharing is very important in ITSM due to fast-
paced technology that requires constant learning and
adaptability.

IT Service Management requires knowledge sharing to
manage workload. Distributing jobs fairly among staff
members improves productivity and reduces weariness.
How often people talk about their activities, priorities, and
time management habits affects burden management
systems' performance. Openly discussing workload and job
distribution can help employees optimize procedures and
eliminate duplication, increasing efficiency(Bukari et al.,
2023). Knowledge exchange is essential for aligning
individual efforts with business goals and ensuring workers
focus the most critical tasks. Staff also encourage mutual
assistance by providing task-efficiency tips. Team members
help each other reach deadlines and performance goals in
this culture(Alami et al., 2023). This cooperative technique
boosts productivity and team cohesiveness and
accountability to achieve organizational goals.Information
communication boosts ITSM process improvement and
creativity. Knowledge sharing encourages people to try
new things, which leads to creative IT solutions(Tuma,
2021). Sharing tacit information through informal
networks and collaboration can create new knowledge that
boosts organizational performance. ITSM must adapt and
innovate to stay ahead of the competition, especially when

74

adopting new technologies. By sharing new trends, best
practices, and successful projects, employees help ITSM
practices evolve to meet the organization's expanding
expectations(Aouad & Bento, 2020). Information
exchange drives this cycle of development, which
improves employee performance over time. Because
humans adapt to new challenges and progress, this
happens.Communication is key to bridging employee
performance and IT Service Management objectives. It
promotes efficient task management, innovation, growth,
decision-making, problem-solving, and integrating
training outcomes into daily work routines(Kwihangana,
2020). Organizations may improve ITSM procedures and
employee effectiveness by encouraging knowledge
sharing. Existing research proves that knowledge sharing is
essential to achieving ITSM benefits. Businesses seeking to
increase employee performance via ITSM should prioritize
developing systems and cultures that foster knowledge
sharing atall levels.

H2: Knowledge sharing mediates the relationship between
IT service management practices and employee
performance.

Innovation Capability as a Mediator

Innovation is widely recognized as a key aspect in
employee performance and ITSM practices. ITSM
advantages are channeled via it to boost organizational
performance. IT Service Management (ITSM) approaches
include workload management, knowledge management
systems, incident management, and employee training and
development(Maes, 2022). These methods boost
workplace creativity and employee performance.
Innovation capability is a company's and its employees'
ability to produce new ideas, methods, and solutions to
improve operational performance and service delivery.
Companies are incentivized to modify the competitive
landscape due to this possibility (Permatasari et al., 2023).
This study illustrates that innovation capability is crucial to
turning ITSM practices into strategic assets that boost
company and employee performance. Ability to address
complex IT problems and innovate affects IT service
management and staff performance. ITSM employs
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incident management to fix service issues fast and cheaply
(Yu et al., 2024). Complex environments may not suit
traditional event management technologies and methods.
Innovative staff can enhance incident resolution using
innovative approaches and technology. Encouraged
creativity inspires employees to find and execute solutions
that fix current issues and avoid future ones (Wang et al.,
2023). ITSM organizations that focus innovation skills may
better handle unexpected obstacles and enhance service
delivery. Customer satisfaction and team performance
improve.

Employee Training and Development must innovate so
workers may apply their new skills and knowledge to
perform better. Traditional training programs emphasize
ITSM-related technical skills(Li et al., 2022). However,
these initiatives must also foster employee creativity to be
effective. This involves teaching employees how to use
existing tools and procedures and encouraging them to
think creatively about how to improve or use these
technologies in new ways to solve problems. Staff adapt
better to technological and business changes when
innovation capability is integrated in training and
development(Al Daboub et al., 2024). They also learn to
create innovative IT service delivery methods. Innovation
enables individuals to enhance work processes, boosting
productivity and performance(Escrig-Tena et al., 2021).
Businesses may ensure that ITSM training programs teach
specific skills and encourage creative thinking to develop
new capabilities that increase performance over
time.Innovation capability, which links employee
performance to knowledge management techniques, boosts
ITSM's KMS. KMS simplify knowledge creation, storage,
and sharing in companies(Huang & Yuan, 2024).
Employees can simply get the information they need to
work productively. Successful people use their knowledge
in innovative ways, not just because they have it.
Employees may creatively use KMS knowledge to improve
procedures and create new solutions. Instead of following
the present methods, an individual who can combine varied
KMS data to design a unique approach for balancing
workloads or handling issues is more likely to
succeed(Lista & Tortorella, 2022). Chichkanov,
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(2021)suggest that innovative knowledge management
techniques may change knowledge management systems
(KMS) from passive information storage spaces to active
platforms for learning and growth. Dynamic information
utilization, driven by innovation, boosts employee
performance by helping them to improve work procedures
and stay ahead of difficulties.

Innovation capability Workload Management, an
important aspect of ITSM, because it improves employee
performance. Strategically assigning duties to prevent
overworking or underworking employees promotes
balance, productivity, and well-being(Escrig-Tena et al.,
2021). Innovators may propose new task management
methods to simplify processes, remove redundancies, and
enhance resource usage. Creative employees can develop
new technologies to automate monotonous tasks, freeing
up time for more difficult tasks. This proactive task
management strategy boosts individual productivity and
ITSM framework efficiency, improving corporate
performance(Gong & Yang, 2024). Companies that
prioritize workload management innovation are more
likely to establish flexible work environments that can
handle shifting needs and priorities. Thus, even in difficult
and changing settings, they may accomplish remarkable
employee performance(Al Dabouba et al., 2023).Finally,
innovation affects employee performance and IT Service
Management techniques. It helps organizations transform
ITSM from technical procedures to a strategic accelerator
for success by encouraging innovation, flexibility, and
improvement. Employees' ability to innovate allows them
to actively overcome challenges, enhance processes, and
discover new ideas, improving performance and helping
the company succeed. Innovation is essential to effective
ITSM, and research shows that it is indeed a
requirement(Wu & Xiao, 2022). Organisations that invest
in this competency should see improved employee
performance and outcomes. Businesses may improve IT
service dependability and effectiveness by incorporating
innovation into their ITSM frameworks. This will help
them adjust to changing company demands.
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H3: Innovation capability mediates the relationship
between IT service management practices and employee
performance.

Based on above discussion and literature review, we
developed the following conceptual framework as shown in

Figure 1:
Figure 1: Conceptual Framework
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Quantitative research is good for testing hypotheses within
a framework and investigating variable interactions
(Creswell, 2018). The findings were more relevant since a
survey-based method collected data from a large sample.
The study methodology examined how IT Service
Management (ITSM) practices affect employee
performance, focusing on innovation capability and
information exchange as intermediaries. The quantitative
method was chosen because it can quantify variables and
examine correlations using statistical analysis(Chang,
2018). Standardized questionnaires were used to ensure
uniformity and participant comparability. This design
decision was critical for testing the study's hypotheses and
collecting reliable empirical data.

Population

The poll comprised IT staff from technology and service
organizations. These sectors were chosen because they rely
heavily on ITSM for service delivery and IT infrastructure
maintenance. Thus, they are ideal for examining how these
practices affect employee performance. Only personnel
who directly engaged in IT service management procedures
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including incident management assignment, and
knowledge management were eligible. The respondents
were tested for ITSM methodology knowledge in this
study. The study examined the effects of various IT service
management (ITSM) approaches on firms of various sizes.
It acknowledged that organization size may affect ITSM
adoption and performance. The population was dispersed
throughout metropolitan regions governed by technology
and service industries, suggesting the study concentrated
on [T-dependent areas. This method ensured that the study's
results appropriately mirrored the industrial setting,
improving its external validity.

Sample Size Determination and Sampling Technique

The study employed Cochran's methodology, a typical
survey research method, for statistical accuracy. This study
used Cochran's approach to calculate sample size. Based on
projected answer variation, 95% confidence, and 5%
margin of error, 454 respondents were sampled. 600
questionnaires were issued to reduce errors and non-
responses. Oversampling reduced bias and increased
statistical analysis sample size (Braun & Clarke, 2021).
Previous research suggests organizational surveys may
have less than 80% response. Sent extra surveys instead of
the needed sample. The study distributed 600
questionnaires to adjust for non-responders and guarantee
accurate replies for analysis. To represent the IT
community by region, industry, and organizational size,
researchers used stratified random sampling. Organization
size (small, medium, major), industrial sector (technology,
service), and location (metropolitan areas) separated the
population. Survey participants were randomly picked
from each stratum to represent each group. By reflecting the
population, this technique minimized sample bias and
enhanced findings. Researchers examined how ITSM
practices impact employee performance across
organizations using stratified random sampling. The study
was more reliable due to meticulous sampling.

Data Collection Technique

IT professionals from target firms provided data for this
study. Data was collected using standardized
questionnaires. Despite partial submissions and non-
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replies, 600 surveys were disseminated. The questionnaire
includes knowledge exchange, innovation, and IT Service
Management (ITSM). Systematic quantitative data
collection is needed for association analysis and hypothesis
testing (Creswell, 2018). Emails and online surveys
arrived. It was chosen for its wide coverage and capacity to
reach multiple responders from different places. Electronic
distribution accelerates data collecting and analysis.
Warnings to those who hadn't finished the questionnaire
increased attentiveness and involvement. Out of 600
questionnaires, 450 were completed (75%). Organizational
surveys had similar response rates. Before further
investigation, the 450 questionnaires were verified for logic
and completeness. High response rates were needed to
accurately represent the population and give reliable
statistical data. The abundance of data permitted a rigorous
examination of ITSM's impact on staff performance. The
study examined innovation potential and information
sharing as mediators.

Data Analysis Technique

This study evaluated data using SmartPLS 4.0, a Partial
Least Squares Structural Equation Modelling program.
PLS-SEM was chosen because it can evaluate complex
interactions between multiple factors and manage small to
medium sample sizes(Hair et al., 2019). Academics
studying and building theoretical models benefit from this
technique. To build and evaluate these models, hidden
factors including people's performance, knowledge
sharing, innovation capability, and IT service management
are used. The structural and measurement models were
evaluated using SmartPLS 4.0.(Hair etal.,2019) concluded
that the latent variable indicators were consistent and
accurate through measurement model analysis. The
structural model research examined how information
exchange and innovation abilities affect employee
performance and ITSM practices. SmartPLS 4.0 improves
direct and indirect impact research using bootstrapping and
route analysis(Hair Jr et al., 2021). SmartPLS 4.0 assessed
latent variable relationships and handled complex models
in the research. The research used the software's
functionality to analyze data and show how ITSM practices
affect employee performance. The study also examined
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innovation capability and information sharing mediation
effects.

Results

Reliability Analysis

Table 1 shows the constructions' internal consistency and
dependability using Cronbach's Alpha. Cronbach's Alpha is
a well-known statistic for scale or test item reliability. Itis a
0—1 number. Social science studies often uses 0.7 since
higher values indicate greater dependability. Employee
Performance's Cronbach's Alpha coefficient is 0.866,
indicating good internal consistency among the questions
used to measure this topic. The construct is significant to
this study since the items used to assess Employee
Performance are tightly related and consistently measure
the underlying concept. The IT Service Management
Practices construct has a strong Cronbach's Alpha
coefficient of 0.912, showing internal consistency. The high
dependability observed suggests that ITSM procedures like
Incident Management, Training and Development, and
Knowledge Management are well-synchronized and
accurately represent the overall concept. Innovation
Capability's Cronbach's Alpha coefficient is 0.719,
showing lower internal consistency than other variables. It
meets the minimal dependability criteria. This shows that,
while Innovation Capability components are consistent,
additional modifications may be needed to increase scale
reliability. Knowledge Sharing's Cronbach's Alpha score of
0.839 indicates good internal consistency. This shows that
the questions used to assess Knowledge Sharing capture its
essence, making it a trustworthy measure in this study.

Table 1: Cronbach's Alpha

Cronbach's alpha
Employee Performance 0.866
IT Service Management Practices 0.912
Innovation Capability 0.719
Knowledge Sharing 0.839
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Validity and Reliability

Table 2 uses Composite Reliability (CR) and Average
Variance Extracted metrics to evaluate the constructs'
validity and reliability. Composite reliability, like
Cronbach's Alpha, evaluates construct internal consistency,
whereas AVE measures construct variation relative to
measurement error. Strong dependability requires CR
values over 0.7 and AVE values above 0.5. The Composite
Dependability (CR) for Employee Performance is 0.900,
suggesting high internal consistency and dependability.
The latent construct's Average Variance Extracted (AVE) of
0.600 demonstrates its high convergent validity since it
accounts for much of the observable variables' variability. A
coefficient of reliability (CR) of 0.926 indicates strong
internal consistency in IT Service Management Practices.

The average value of this construct is 0.510, just above the
cutoff. This shows that the concept captures more variation
than measurement error. While the idea is reliable, it might
be enhanced with additional refinement. Innovation
Capability satisfies convergent validity standards with a CR
of 0.811 and an AVE of 0.516. These results show that the
construct is valid and dependable and that further
improvements may improve measurement precision. AVE
(Average Variance Extracted) of 0.609, over the permitted
threshold, proves Knowledge Sharing's convergence
validity. Its 0.886 CR (Composite Reliability) suggests
strong internal consistency. our shows that the construct is
durable and trustworthy in our investigation, mirroring the
underlying premise.

Table 2: Validity and Reliability Confirmation

Composite reliability AVE
Employee Performance 0.900 0.600
IT Service Management Practices 0.926 0.510
Innovation Capability 0.811 0.516
Knowledge Sharing 0.886 0.609
Figure 2: Measurement Model Outer Loading

Table 3 and Figure 2 shows peripheral loading values,
which are essential for assessing the reliability and validity
of each study idea's elements. Outer loadings measure how
well each variable matches its latent concept. Strong
external loadings of 0.7 or above indicate that the item is
related to the construct being examined. However, loadings
beyond 0.6 are frequently acceptable when the build is
reliable and legitimate. All Employee Performance
construct characteristics have large external loadings,
ranging from 0.691 to 0.827. EP2 and Employee
Performance are closely associated with a loading
coefficient of 0.827. EP6, however, has a loading of 0.691,
which is substantially lower but still adequate. These results
show that Employee Performance measurement
instruments are closely related to the idea and greatly
impact its appraisal. Workload Management, Employee
Training and Development, and Knowledge Management
Systems are IT Service Management Practices. The
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external loadings for these items are 0.602—0.796. While
most items meet or exceed the 0.7 threshold, KMSI,
KMS2, KMS3, and WM have loadings slightly below 0.7,
with WM1 showing the lowest loading at 0.602. Although
these lower loadings indicate weaker relationships with the
overall construct, they are still within an acceptable range,
especially when the construct as a whole is reliable. All
Knowledge Sharing items had substantial peripheral
loadings of 0.744 to 0.826, indicating that they accurately
reflect the construct. The items' consistently high loadings

Volume 17 Issue 9 March 2025

imply that they effectively communicate Knowledge
Sharing and significantly affect its evaluation. The
Innovation Capability construct has outer loadings from
0.593 to 0.772. The ICS5, with a loading of 0.593, is much
below the threshold, indicating a weaker construct
relationship. Other categories, especially 1C2 (0.772), are
more strongly associated with Innovation Capability. The
overall structure of IC5 is dependable despite its lesser
capacity. This item may be improved or reevaluated in
future research.

Table 3: Outer Loading

Variables Items Outer Loading
Employee Performance EP1 0.758
EP2 0.827
EP3 0.775
EP4 0.776
EPS5 0.812
EP6 0.691
IT Service Management Practices ETDI1 0.720
ETD2 0.730
ETD3 0.775
KMS1 0.701
KMS2 0.675
KMS3 0.678
MS1 0.720
MS2 0.692
MS3 0.716
WMI 0.602
WM2 0.747
WM3 0.796
Knowledge Sharing KSI1 0.744
KS2 0.813
KS3 0.826
KS4 0.745
KS5 0.769
Innovation Capability IC1 0.686
1C2 0.772
IC3 0.712
IC4 0.629
IC5 0.593

www.pbr.co.in

79



Volume 17 Issue 9 March 2025

Discriminant Validity

Table 4 shows the Heterotrait-Monotrait (HTMT)
correlation ratio used to assess component discriminant
validity. In structural equation modelling, discriminant
validity ensures that each construct assesses a distinct
concept. The differentiation of structures is assessed using
HTMT values. Strong discriminant validity is usually
below 0.85. Depending on the research settings, some
studies recommend a more cautious 0.90 threshold. In this
study, the HTMT scores for Employee Performance, IT
Service Management Practices (0.246), Innovation
Capability (0.406), and Knowledge Sharing (0.533) are all
below 0.85. This suggests that Employee Performance is
distinct from IT Service Management Practices, Innovation
Capability, and Knowledge Sharing. Employee
Performance and IT Service Management Practices have
low HTMT scores of 0.246, contrasting these two aspects.

The IT Service Management Practices and Innovation
Capability HTMT result is 0.718, better than the others but
below the 0.85 threshold. This indicates that although IT
Service Management Practices and Innovation Capability
are related, they are sufficiently distinct constructs.
Similarly, the HTMT value of 0.653 between IT Service
Management Practices and Knowledge Sharing also
supports the discriminant validity between these two
constructs. The highest HTMT value observed is 0.778
between Knowledge Sharing and Innovation Capability.
Although this value is the closest to the 0.85 threshold, it
still falls within the acceptable range, suggesting that
Knowledge Sharing and Innovation Capability are distinct,
albeitrelated, constructs. This relationship might reflect the
natural interdependence between sharing knowledge and
fostering innovation within an organization.

Table 4: Discriminant Validity (HTMT)

EP ITSMP IC KS
Employee Performance
IT Service Management Practices 0.246
Innovation Capability 0.406 0.718
Knowledge Sharing 0.533 0.653 0.778

R-square

The R-square values presented in Table 5 reflect the
proportion of variance in each dependent variable that can
be explained by the independent variables in the study. In
other words, R-square indicates the extent to which the
predictors account for the variability in the outcome
variables. Higher R-square values suggest that the model
has strong explanatory power, whereas lower values
indicate that a smaller proportion of the variance is being
explained. For Employee Performance, the R-square value
is 0.829, which means that 82.9% of the variance in
Employee Performance is explained by IT Service
Management Practices, Knowledge Sharing, and
Innovation Capability. This high R-square value indicates
that the model has excellent explanatory power in
predicting Employee Performance. It suggests that the

chosen ITSM practices, along with the mediating roles of

Knowledge Sharing and Innovation Capability, are highly
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effective in explaining variations in how employees
perform in the organization. Innovation Capability, with an
R-square value of 0.587, indicates that 58.7% of the
variance in this construct is explained by IT Service
Management Practices and possibly other factors included
in the model. This is a relatively strong level of explanatory
power, suggesting that ITSM practices play a significant
role in shaping an organization's Innovation Capability,
though there may be other factors not captured in this model
that also influence innovation. For Knowledge Sharing, the
R-square value is 0.705, meaning that 70.5% of the
variance in Knowledge Sharing is explained by the model's
predictors, which likely include IT Service Management
Practices and other related factors. This high score shows
that the model effectively explains how information is
transferred across the organizations, emphasizing the close
relationship between ITSM practices and employee
knowledge sharing.
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Table 5: R-square

R-square
Employee Performance 0.829
Innovation Capability 0.587
Knowledge Sharing 0.705

Model Fit

Table 6 shows the Standardized Root Mean Square
Residual (SRMR) value for this study's structural model.
SRMR is a statistical metric that compares anticipated and
actual correlations. It indicates how well the model matches
the data, with lower values being better. A value of 0.08 or
less is usually acceptable, with values near zero suggesting
a better fit. The saturated model in this experiment has
SRMR 0.063. The outcome is satisfactory, indicating that
the model fits the data. The SRMR score of 0.063 shows

that the model accurately links IT service management
practices, employee performance, knowledge sharing, and
innovation capability. The little differences between
observed and projected correlations corroborate this. The
robust model fit shows that the structural model utilized is
adequate and accurately depicts the complex interactions
between the variables in the research, supporting the
conclusions. This makes study outcomes more reliable and
resilient.

Table 6: Model Fit

Saturated model

SRMR

0.063

Direct Path Analysis

IT Service Management (ITSM) Practices and Employee
Performance are directly analyzed in Table 7 and Figure 3.
This investigation shows how ITSM practices affect
employee performance without mediating factors. Original
sample value, or route coefficient, is 0.275. ITSM
techniques shown to positively impact employee
performance. This implies that improved ITSM methods
like incident management, staff training, knowledge
management systems, and task management would
increase employee performance. The magnitude of this
effect, while moderate, is meaningful and suggests that
ITSM practices play a crucial role in enhancing employee
productivity and effectiveness. The standard deviation
(STDEV) of 0.060 reflects the wvariability of the path

coefficient estimate, indicating the precision of this
estimate. A lower standard deviation suggests that the
estimate is relatively stable and consistent across different
samples, providing confidence in the reliability of the
findings. The T-value of 4.558 indicates that the
relationship between ITSM practices and employee
performance is statistically significant. A T-value greater
than 1.96 is typically considered significant at the 0.05 level
in two-tailed tests, but in this case, the T-value far exceeds
this threshold, demonstrating strong evidence that the
relationship is not due to random chance. Finally, the P-
value of 0.000 confirms the statistical significance of this
relationship. A P-value below 0.05 is generally considered
statistically significant, but here, the P-value is effectively
zero, reinforcing the conclusion that ITSM practices have a
significant and positive impact on employee performance.

Table 7: Direct Path Analysis

Original
sample STDEV T values P values
IT Service Management Practices -> Employee Performance 0.275 0.060 4.558 0.000
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Figure 3: Structural Model
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Mediation Analysis

The mediation analysis presented in Table 8 provides
insights into the mediating roles of Knowledge Sharing
(KS) and Innovation Capability (IC) in the relationship
between IT Service Management Practices (ITSMP) and
Employee Performance (EP). Mediation analysis helps in
understanding whether the effect of an independent
variable (ITSMP) on a dependent variable (EP) is
transmitted through a mediator (KS or IC). The first
mediation pathway analyzed is ITSMP -> KS -> EP, which
examines how Knowledge Sharing mediates the
relationship between IT Service Management Practices and
Employee Performance. The original sample value, or path
coefficient, for this mediation pathway is 0.494, indicating
a substantial indirect effect of ITSMP on EP through KS.
This suggests that effective ITSM practices significantly
enhance Knowledge Sharing within the organization,
which in turn leads to improved employee performance.
The standard deviation (STDEV) of 0.046 indicates that
this estimate is precise and consistent across different

samples. The T-value of 10.808 is well above the standard
threshold for statistical significance (T > 1.96), and the P-
value of 0.000 confirms that this mediating effect is
statistically significant. The results conclusively
demonstrate that Knowledge Sharing is a key mechanism
by which ITSM practices affect employee performance,
emphasizing the necessity to promote a knowledge sharing
culture to optimize ITSM benefits. Second, [TSMP -> IC ->
EP examines Innovation Capability as a mediator between
employee performance and ITSM practices. The mediation
effect path coefficient of 0.080 shows a significant indirect
influence. The coefficient for ITSM practices is lower than
that for Knowledge Sharing, but it still shows that they
promote Innovation Capability and employee performance.
The T-value of 3.162 and P-value of 0.001 show the
statistical significance of this mediation pathway.
Additionally, the estimate's STDEV of 0.025 implies
reliability and consistency. Our findings stress Innovation
Capability as a mediator in the ITSM-Employee
Performance link, despite the small impact size. The
mediation study shows that Knowledge Sharing and
Innovation Capability are vital to IT Service Management
Practices and Employee Performance. Due to its higher
route coefficient, information exchange appears to be the
more significant mediator. These findings suggest that a
company must effectively distribute and execute
information to increase employee performance using ITSM
concepts. In the meanwhile, Innovation Capability, albeit to
a lesser extent, plays a role, showing that a creative
environment is essential for optimizing ITSM practices'
beneficial influence on employee outcomes. Businesses
must embrace efficient ITSM processes, increase
information sharing, and innovate to maximize advantages.
These studies demonstrate the varying relationship
between ITSM practices and employee performance.

Table 8: Mediation Analysis

Original sample STDEV T values P values
ITSMP -> KS -> EP 0.494 0.046 10.808 0.000
ITSMP -> IC -> EP 0.080 0.025 3.162 0.001
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Discussion:

The deployment of IT Service Management (ITSM)
methods enhanced employee performance, supporting
Hypothesis 1 (H1). ITSM strategies improve worker
performance, according to considerable company
efficiency and efficacy studies. ITSM solutions include
incident management, staff training, and workload
management increase IT service delivery and staff
performance (Woo et al., 2020). With Incident
Management, IT service issues are managed faster so staff
can focus on their primary activities. Operations
consistency is essential for worker productivity and well-
being (MacLean &Titah, 2023). Employee Training and
Development programs in ITSM frameworks enhance job
performance by providing personnel with necessary skills
and knowledge (Zywiolek et al., 2022). Information
Management Systems let individuals work faster and make
better decisions by transmitting and using information.
Labor management improves work performance, duty
distribution, and employee stress, according to Permatasari
et al. (2023). The report suggests that ITSM principles
improve employee performance by fostering a good
workplace. The H1 data reveals how ITSM improves
workplace productivity. Studies show that well-designed
ITSM procedures improve staff effectiveness and service
delivery. Efficient ITSM boosts service quality and
decreases downtime. This allows workers focus on their
main activities and enhance productivity. ITSM
procedures, including rigorous training, ensure employees
have the skills and knowledge to accomplish their tasks,
increasing productivity (Gunawan et al., 2024). A well-
structured and efficient workplace boosts ITSM's
performance (Shrestha et al., 2020). This study stresses the
relevance of ITSM frameworks for corporate efficiency and
staff happiness. ITSM practices improved worker
performance. The findings support previous studies and
emphasize ITSM's role in company success and labor
efficiency.

Knowledge sharing is an intermediate between IT Service
Management (ITSM) practices and employee performance,
as shown by Hypothesis 2 (H2). Knowledge sharing
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appears to moderate ITSM's impact on employee
performance. The empirical evidence and theoretical
framework suggest that knowledge sharing is crucial to the
success of IT Service Management (ITSM). Sharing
information helps personnel apply their ideas and
experiences, enhancing ITSM advantages (Bukari et al.,
2023). The information employees share may be utilized to
address IT problems, enhance procedures, and improve
service. Collaboration speeds up problem-solving and
promotes continual growth, enhancing employee
performance (Alami et al., 2023). Information sharing
relates IT service management approaches to employee
performance, highlighting the necessity for enterprise
knowledge exchange methods and rewards. structured
information systems and collaborative platforms allow
employees quickly locate crucial ideas and answers,
improving task execution (Kwihangana, 2020). Aouad &
Bento (2020) found that organisations that prioritize
information exchange and knowledge management are
more likely to use ITSM practices to increase performance.
Information and experiences may improve employee
performance and ITSM success. Knowledge exchange is
important and required to optimize I'TSM practices' effects
on employee performance, according to the study. This
demonstrates that companies must prioritize and invest
knowledge management.

Hypothesis 3 (H3) states that innovation capability
mediates IT Service Management (ITSM) practices and
employee performance, suggesting that innovation is
essential to ITSM. The research reveals that innovation
capabilities is key to improving ITSM processes and
employee outcomes. It shows that innovation greatly
mediates this relationship. This supports empirical and
theoretical research that stress innovation's role in IT
service management effectiveness(Maes, 2022).
Empowering people to investigate new technologies, create
innovative solutions, and streamline processes boosts
ITSM benefits (Tidd and Bessant, 2013). Encouragement
of new ITSM approaches improves staff performance and
adaptability to changing organizational demands(Huang &
Yuan, 2024). Employee creativity improves performance
by solving complex problems and improving service
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delivery.Their ability to innovate emphasizes the necessity
of organisations building inventive capabilities. Innovative
organisations use ITSM to boost employee performance
better. Previous study has shown that ITSM ideas need
innovation. Employees can innovate to boost output (Al
Dabouba et al., 2023). Modern companies should develop,
assess, and improve their IT Service Management (ITSM)
strategies to meet changing needs. Innovation can boost
corporate success, according to Wu & Xiao, (2022). The
data shows that innovation boosts ITSM practices' impact
on employee performance. A problem-solving and
innovative corporate culture is needed.

Conclusion

Knowledge sharing, IT Service Management (ITSM), and
employee performance are all examined in this study. ITSM
principles improve employee performance, making
organizations more efficient and productive, according to
previous studies. Effective IT Service Management (ITSM)
strategies include incident management, staff training and
development, knowledge management systems, and
workload management. These solutions manage activities,
train people, make essential information available, and
eliminate IT interruptions. These elements increase
pleasure and productivity. Comprehensive IT Service
Management (ITSM) frameworks are recommended for
company success. I[TSM can boost operations and staff
performance. The poll found that information exchange and
creativity improve employee performance and IT service
management. Sharing essential information enhances
performance and ITSM operations, according to the
figures. Enterprises must promote knowledge exchange for
ITSM advantages. Employee achievements and IT service
management affect innovation. Collaboration lets staff
create and implement new performance and service
delivery strategies. ITSM techniques may boost employee
performance and profitability in innovative firms. This
study found that ITSM expertise and creativity boost
employee effectiveness. The research shows that ITSM,
effective information sharing, and innovation improve
employee and organizational performance.
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Implications

Businesses that use IT Service Management (ITSM) to
improve employee performance need the study's practical
implications. Knowledge Management Systems,
Employee Training and Development, and Incident
Management are studied. These methods improve
operational efficiency, avoid disturbances, and teach
essential skills, boosting employee performance. A
productive, high-performing workplace requires I'T Service
Management (ITSM) efforts. Using incident management
to fix IT issues promptly reduces downtime and lets
personnel focus on their jobs. Comprehensive Employee
Training and Development programs improve workplace
effectiveness by teaching workers new skills. Knowledge
Management Systems boost work effectiveness by
providing essential information and best practices.
Effective task management minimizes stress and improves
work-life balance and performance. Information exchange
is key to ITSM success, another practical issue. The study
finds that information sharing affects staff performance and
ITSM practices. Therefore, organizations should foster a
culture of collaborative problem-solving and information
sharing. Create venues and incentives for knowledge
exchange to help workers discover and implement
excellent ideas and solutions to enhance ITSM processes.
Forums, collaborative knowledge repositories, and regular
team meetings can help businesses share information and
experience to solve problems and develop best practices to
improve performance.

This study proves that knowledge sharing and innovation
capabilities mediate the relationship between employee
performance and ITSM practices. These are theoretical
implications. The findings help us understand how these
mediators affect performance in the ITSM framework.
Effective ITSM processes are heavily influenced by
corporate activities like innovation and information
sharing, according to study. This study expands theoretical
frameworks on how ITSM practices affect employee
performance. It shows that mediators enhance ITSM
procedures. The research theoretically explains how
innovation capability mediates ITSM-performance
relationships. Showing innovation allows employees to
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create and use innovative ideas that increase performance,
making ITSM principles simpler to adopt. This study
supports modern ideas of innovation, which argue that
innovation helps firms improve processes and results. This
study highlights how innovation capacity adapts and
enhances ITSM procedures to meet shifting needs,
advancing our theoretical understanding. In addition,
adding information sharing and innovation into the link
between IT service management (ITSM) and performance
helps explain how ITSM processes may be changed to
increase performance. The study found that information
sharing, ITSM, and innovation skills create a dynamic
workplace that boosts employee performance. This
theoretical approach supports the resource-based view
(RBV) of organizations, which emphasizes using internal
resources and skills to obtain a competitive edge and
improve performance (Barney, 1991). ITSM performance
depends on organizational resources and competences,
according to the study. The intermediary functions of
information exchange and innovation capability show this.

Limitations and Future Direction

This work has provided important insights, but its
limitations may affect future research methods. A major
weakness of the study is its cross-sectional design.
Employee performance, knowledge sharing, innovation
skills, and IT Service Management (ITSM) approaches
cannot be linked because the study only collected data at
one time. Cross-sectional data can reveal relationships, but
it cannot analyze their evolution. ITSM practices and staff
performance must be monitored over time through
longitudinal assessments. This study seeks to investigate
the causal pathways and probable variations in ITSM
practices and their mediators, which may be affected by
external factors or organizational phases. The study's focus
on one industry or business may limit its application. Since
the research focused on IT professionals, the results may
not apply to other sectors or organizations with different
operational dynamics and constraints. Future study on
comparable links in other organizations or sectors can solve
this challenge. This more comprehensive technique would
increase findings applicability and help explain how ITSM
practices, knowledge exchange, and innovation skills effect
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employee performance. New insights and generally
applicable concepts can be gained by comparing results
from diverse fields.

Response bias was increased by the study's reliance on
employee self-reported data. Individual opinions can
distort self-reported assessments, which may not accurately
reflect real behaviors or performance results. Future
research may use objective performance indicators,
supervisor evaluations, and peer assessments to overcome
this barrier. Data from several sources must be triangulated
to better understand the relationships between employee
performance, innovation capabilities, knowledge sharing,
and ITSM practices. This method would yield better data
and a more complete ITSM effect evaluation. While
analyzing knowledge sharing and innovation abilities as
mediators of employee performance and ITSM practices,
the study did not examine any other relevant factors.
Organizational culture, leadership styles, and employee
motivation can also affect these linkages. Thus, future
research must address these issues. Explore additional
mediators and moderators to better understand how I'TSM
practices affect employee performance. This would help
develop focused and effective management tactics.
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