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ABSTRACT

This study investigates the relationship between service innovation and office automation (OA)
performance using user satisfaction as a mediator and the rapid development of information
technology. OA systems have been integrated into the workflows of organizations. It is significantly
transforming the business landscape. Nonetheless, there needs to be more understanding of the
relationship between service innovation and OA performance; thus, we conducted this research. This
paper discusses with a comprehensive literature review examining the definition, characteristics, and
theoretical frameworks of service innovations better to comprehend the function of office
automation in organizations. A sample of 384 data was collected using the structure questionnaire
and the prospective customer are team leaders, service manager, delivery manager etc. The sampling
technique used for the study is stratified random sampling method. Using systematic methods like
data collection methods, sample selection criteria, and measurement tools during data analysis,
phases showed a positive correlation between technology innovation, service quality and service
innovation. The discussion section interprets these findings, identifies theoretical and practical
implications, and provides actionable strategies for increasing organizational effectiveness and
competitiveness through service innovation in the digital age. Even though this study has limitations
due to factors such as the sample size, it contributes significantly to future research by providing
essential insights into crucial aspects surrounding implementing innovative technologies.
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1. Introduction

In today's dynamic business environment, the rapid development of information technology has
resulted in the widespread adoption of office automation (OA) systems across industries. Office
automation integrates computer systems and software applications to automate and optimize
administrative tasks, enhancing workflow efficiency, data management, and organizational
communication. These systems include document management, data processing, communication
tools, scheduling, and collaboration platforms.
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Implementing OA systems has proven advantageous for organizations, resulting in increased
productivity, streamlined operations, reduced costs, and improved information management. Even
though the use of OA technology has received considerable attention, the influence of service
innovation on OA performance still needs to be studied.

In the context of OA systems, service innovation refers to the creation and implementation of new or
enhanced services that meet users' changing needs and preferences. It entails introducing novel
approaches, technologies, or processes to enhance service delivery and create user value. Beyond the
simple integration of technology, service innovation focuses on customer-centric solutions,
customization, co-creation, and the integration of digital technologies to enhance user experiences and
overall organizational performance.

Understanding the impact of service innovation on OA performance is essential for organizations
seeking to maximize the returns on their investments in OA. By leveraging service innovation
practices, organizations can unlock the full potential of OA systems, optimize their functionality, and
deliver user-specific services. Service innovation can assist organizations in differentiating themselves
from rivals, increasing customer satisfaction, and gaining a market advantage.

This study's primary objective is to examine the effect of service innovation on OA performance. By
examining the relationship between service innovation and OA performance, this study aims to
provide valuable insights for researchers, practitioners, and decision-makers, informing strategic
initiatives designed to improve organizational efficiency, productivity, and competitive advantage in
the digital age.

To achieve this objective, this study will be guided by the following research questions:

How does service innovation impact user satisfaction in the context of OA systems? This question
intends to investigate the direct effects of service innovation on user satisfaction, considering OA
systems' distinctive characteristics and requirements. It will illuminate the particular aspects of service
innovation that contribute to increased user satisfaction.

What role does user satisfaction play as a mediator between service innovation and OA performance?
This question seeks to comprehend the mechanism by which user satisfaction mediates the
relationship between service innovation and the overall performance outcomes of OA systems. It will
assist in identifying the indirect effects of service innovation on OA performance via its impact on
user satisfaction.

Which aspects of service innovation contribute most to improved OA performance outcomes? This
question aims to identify and investigate the specific dimensions or factors of service innovation that
significantly impact OA systems' performance. It will shed light on the critical factors organizations
must prioritize to maximize the positive effects of service innovation on OA performance.

This study aims to comprehensively understand the relationship between service innovation and OA
performance by addressing these research questions. The findings will contribute to the existing
knowledge in service innovation and office automation, providing practical implications for
researchers, practitioners, and decision-makers. The research outcomes will support evidence-based
decision-making in developing strategies, policies, and practices to maximize organizational
efficiency, productivity, and competitiveness in the digital era.
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2. Literature Review
2.1. Characteristics and definition of service innovation

This section will examine the concept of service innovation, its definition, and its distinguishing
features. Service innovation refers to creating and implementing new or improved services that cater
to customers' changing needs and preferences. It entails introducing novel strategies, technologies, or
procedures to deliver enhanced services and create customer value. Innovation in service goes beyond
incremental improvements and embraces transformational changes that drive customer satisfaction,
competitive advantage, and organizational growth.

The characteristics of service innovation are multi-dimensional. First, customer-centricity is central to
service innovation, emphasizing the significance of understanding customer needs, preferences, and
past experiences to design and deliver customized services. Customization is an additional essential
characteristic, as service innovation seeks to provide individualized customer solutions. Co-creation,
which involves active collaboration between service providers and customers, is another critical
aspect of service innovation, as it fosters engagement, loyalty, and long-lasting relationships. Lastly,
integrating digital technologies is becoming more prevalent in-service innovation, allowing businesses
to leverage innovations such as artificial intelligence, big data analytics, and mobile applications to
improve service delivery and customer experiences.

2.2. Theoretical frameworks and past research on service innovation and its consequences

In this section, we will examine the theoretical frameworks and prior studies examining service
innovation's effects on various organizational outcomes. Several theoretical perspectives, such as the
service-dominant logic (SDL) and resource-based view (RBV), emphasize the significance of service
innovation in establishing and maintaining competitive advantage.

As demonstrated by empirical research, multiple performance dimensions have benefited from service
innovation. For instance, research demonstrates that service innovation positively affects customer
satisfaction, loyalty, and propensity to pay. In addition, service innovation has improved
organizational performance indicators like profitability, market share, and customer retention. In
addition, service innovation has increased employee engagement, productivity, and job satisfaction,
enhancing organizational performance.

2.3. The significance of office automation to organizational performance

This subparagraph examines the impact of office automation (OA) on organizational performance.
Office automation uses computer systems and software applications to automate and optimize
administrative tasks, enabling businesses to increase productivity, streamline operations, and enhance
information management. Examples of OA technologies are document management systems, email
platforms, project management software, and collaboration platforms.

OA''s contributions to organizational performance have been highlighted by OA research. OA systems
facilitate faster and more efficient information processing, enable seamless communication and
collaboration, reduce manual errors, improve data accuracy and integrity, and enhance the
organization's overall workflow. In addition, OA technologies have been linked to increased employee
satisfaction, motivation, and effectiveness, resulting in increased productivity and enhanced
organizational outcomes.
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2.4, Existing literature gaps and the need for this investigation

Despite the extensive research on service innovation and office automation, research gaps still require
further investigation. In particular, the literature needs a comprehensive understanding of the impact
of service innovation on OA performance and the mechanisms underlying this relationship.

This study aims to close these gaps by examining the impact of service innovation on OA
performance and the role of user satisfaction as a mediator. This research aims to provide empirical
evidence and insights into how service innovation practices influence user satisfaction, which impacts
the performance outcomes of OA systems, by conducting a systematic empirical study. This study will
contribute to the existing literature by providing a deeper understanding of the relationship between
service innovation and OA performance and practical implications for organizations seeking to
maximize the benefits of service innovation within the context of OA.

This literature review highlights the significance of service innovation and organizational agility to
organizational performance and identifies knowledge gaps. By addressing these gaps, the current
study aims to contribute to the literature and provide researchers, practitioners, and decision-makers
with valuable insights for enhancing organizational efficiency, productivity, and competitive
advantage in the digital era.

3. Methodology

This chapter describes the methodology utilized in the study to determine the influence of service
innovation on office automation (OA) performance. It describes the research design is in descriptive
in nature, with 384 sample collection among the IT and Manufacturing sector in around Coimbatore.
The Stratified Random Sampling technique is applied , the respondents are Manager/Quality
Manager, service Manager, Deliver Manager, Team Leader.

3.1. Design of Research

This quantitative study aims to investigate the relationships between service innovation and OA
performance. To accomplish this, a survey is conducted, allowing for the collection and analysis of
data at a particular point in time using the stratified random sampling method.

3.2.Data Collection Methodologies

Participants are administered a structured questionnaire to gather information. The questionnaire
includes questions concerning about the two parts from section A Comprises of demographic profile
like age, designation , brands opted in the office automation.. To ensure the validity and dependability
of the questionnaire, a pilot study with a 70 respondents . The main study comprises of the 384
samples from various respondents given below

" SNO Category of respondent | Sample size determined Samples received| Response Rate t%]'
1 Manager 200 138 a5
2 Properitor 200 a8 45
3 Quality Manger 25 2 32
i 4 Semnice Delivery Manager 25 14 56
5 Service Manager 35 12 34
i Team leader 125 T2 a8
_ Total 610 384 63

The stratified Rendon Sampling technique was adopted
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3.3.Sampling Procedure

This study's sample consists of OA users from a large manufacturing organization. This organization
was chosen due to its extensive use of OA systems and relevance to the research objectives. A The
stratified Rendon Sampling technique was adopted, to select participants in around the Coimbatore
district.

3.4. Measurement Instruments

Validated measurement scales are utilized to quantify the variables of interest. These scales have been
adapted from previous research examining similar constructs. The measurement scales consist of
service innovation, service quality and technical innovation indicators. Depending on the construct,
each item is measured using a Likert scale with response options ranging from strongly disagree to
Strongly Agree . The study ensures consistency and comparability with previous research in the field
by utilizing established measurement instruments.

3.5.Data Analysis Techniques

Multiple steps are required for the analysis of the gathered data. First, descriptive statistics summarise
the sample's demographic characteristics and summarize the data. This involves analysing participant
characteristics such as age, types of copier preference, brand preference, price range.

The statistical tools adopted were cross tabs, correlation and ANOVA, are used to examine the
relationships and the association between variables and test the research hypotheses.

Cross tabs were performed using the Age and Technology Innovation, ANOVA with the demographic
variables and the service quality.

Statistical software packages such as SPSS 21.0 version utilized for data analysis. The significance
level for determining the statistical significance of the findings is set at p 0.05. The findings are
presented with appropriate tables, charts, and statistical measures to facilitate clear comprehension.
Using a descriptive research design, a survey method, validated measurement scales, and appropriate
statistical analyses guarantee a rigorous and exhaustive investigation of the research objectives.

4. Results

4.1. Presentation and evaluation of collected data
Using appropriate statistical techniques, the collected data are analyzed to generate insightful
conclusions and provide answers to the research questions. Descriptive statistics are employed to
summarise the demographic characteristics of the sample and the responses to the measurement
scales. Inferential statistics, such as cross tabs, correlation and ANOVA analyses, examine the
association/ relationships between variables and test the research hypotheses.
Descriptive Statistics of Sample Demographic Characteristics and Measurement Scale Responses.

Table 1 Constructs of the study

Skewness Kurtosis
Stats |Std.Er| Stats Std.Er

Constructs Min | Max| Sum | Mean | Std.Devi

Technology 36.00 [45.00| 45.00 |40.5339| 3.71419 | .029 | .125 | -1.667 | .248
Innovation

Service Quality 33.00 {51.00| 51.00 |42.2031| 3.49268 | .595 | .125 | .047 248
Service Innovation |40.00|50.00| 50.00 |43.6997| 3.38401 | .529 | .125 | -1.077 249

Source :Primary Data
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The above shows the data mean values, standard deviation of the three variables like technology

Innovation, Service quality and the service innovation.

In this table, the demographic characteristics of the sample, such as age, designation, descriptive
statistics. Mean, standard deviation, minimum, and maximum values are provided to summarize the

distribution and central tendency of each characteristic.

Additionally, the responses to the measurement scales related to service quality and office automation

performance are included. Descriptive statistics, such as mean and standard deviation, are provided to

summarize the participants' responses on these scales.

To examine whether there is association between Age and the Technology Innovation.

H,: There is no significant association between Age and Technology Innovation

Cross Tabulations
Chi-Square Tests
Table 2 : Cross Tab

Value df Asymp. Sig. (2-sided)
Pearson Chi-Square 53.832° 27 .002
Likelihood Ratio 46.370 27 012
Linear-by-Linear Association .093 1 760
N of Valid Cases 384

a. 19 cells (47.5%) have expected count less than 5. The minimum expected count is .94.

From the above table No:2 it is clearly shown that there is a significant association between
Thus, the null hypothesis is accepted signifying that there is no association between the age and

technology innovation

H.1 There is a significant relationship with Technology Innovation, Service Quality and Service

Innovation

Table 3: Correlation Analysis

TE SQ SI
TE Sig. (2-tailed) .000 .000
N 384 384 384
Pearson Correlation | .195™ 1 532"
SQ Sig. (2-tailed) .000 .000
N 384 384 384
Pearson Correlation | .706" 532" 1
SI Sig. (2-tailed) .000 .000
N 384 384 384

Source :Primary Data

Eur. Chem. Bull. 2023, 12 (Special Issue 7), 3674 — 3684

3679



UNVEILING THE HIDDEN POTENTIAL: EXPLORING THE ,
IMPACT OF SERVICE INNOVATION ON OFFICE AUTOMATION Section A-Research

Interpretation

There is a significant relationship between with Technology Innovation, Service Quality and Service
Innovation

The variables highly correlation between Technology Innovation and Service Quality with the
correlation value .706. There is least correlation with the Technology Innovation

H,, There is no significant mean difference between the Age, Designation, Profession, work
Experience with the Service Quality

Table 4: ANOVA

Sum of
Squares df Mean Square F Sig.
Age Between Groups 6.726 10 673 972 467
Within Groups 255.261 384 .692
Total 261.987 384
Designation Between Groups 29.030 10 2.903 2.666 .004
Within Groups 401.770 384 1.089
Total 430.800 384
Profession Between Groups 47.131 10 4713 8.546 .000
Within Groups 203.500 384 551
Total 250.632 384
Work Experience Between Groups 16.029 10 1.603 1.087 371
Within Groups 543.918 384 1.474
Total 559.947 384

Source: Primary Data
Interpretation

Since the p value >0.05 thus the null hypothesis is accepted, Thus there is no significant mean
difference between the Age, Designation, Profession, work Experience with the Service Quality .

4.2.Conclusions concerning the influence of service innovation on office automation
performance

The study's findings provide significant insights into the effect of service innovation on office
automation (OA) performance. The analysis reveals a statistically significant correlation between
service innovation and OA performance. This suggests that organizations that embrace service
innovation practices have better OA utilization, productivity, and efficiency outcomes.

In addition, the analysis highlights specific aspects of service innovation that significantly contribute
to OA performance.

5. Discussions

The findings of this study provide significant insights into the influence of service innovation on
office automation (OA) performance. The analysis revealed a statistically significant correlation
between service innovation and OA performance, indicating that organizations that embrace service
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innovation practices tend to have better OA utilization, productivity, and efficiency outcomes. This
finding supports the notion that service innovation plays a crucial role in enhancing the performance
of OA systems.

Furthermore, the analysis highlighted specific aspects of service innovation that significantly
contribute to OA performance. The introduction of user-friendly interfaces, timely and accurate
support, and continuous improvement of services were identified as critical factors that positively
impact OA performance. These findings suggest that organizations should focus on developing and
implementing service innovation strategies that prioritize user experience, efficient support, and
ongoing enhancements to maximize the benefits of OA systems.

By recognizing the importance of service innovation in OA performance, organizations can leverage
these insights to make informed decisions regarding resource allocation, investment in technology,
and process improvements. By prioritizing service innovation, organizations can enhance their OA
systems' effectiveness, leading to improved productivity, streamlined operations, and better overall
performance.

Role of User Satisfaction as a Mediator in the Association between Service Innovation and Office
Automation Performance

In addition to uncovering the direct influence of service innovation on OA performance, this study
also examined the role of user satisfaction as a mediator in this association. The results demonstrated
that service innovation has a positive effect on user satisfaction, and in turn, user satisfaction
positively influences OA performance. This finding suggests that user satisfaction acts as a crucial
mechanism through which service innovation influences the overall performance of OA systems.

The mediating effect of user satisfaction highlights the importance of considering user perspectives
and preferences when implementing service innovation practices. Organizations should not only focus
on introducing innovative services and features but also ensure that these innovations effectively meet
user needs and expectations. By prioritizing user satisfaction, organizations can maximize the benefits
of service innovation and further enhance OA performance.

To ensure user satisfaction with OA system services, organizations should invest in user-centric
design, continuous feedback mechanisms, and effective communication channels. By actively
involving users in the design and improvement processes, organizations can create a user-friendly and
tailored OA environment that aligns with user requirements and preferences. This, in turn, leads to
higher user satisfaction, increased system adoption, and ultimately, improved OA performance.

This study underscores the significant influence of service innovation on OA performance and
emphasizes the role of user satisfaction as a mediator in this relationship. By understanding and
leveraging the interplay between service innovation, user satisfaction, and OA performance,
organizations can make informed decisions to enhance their OA systems' effectiveness, productivity,
and overall performance.

6. Conclusions

In conclusion, this study aimed to investigate the relationship between service innovation and office
automation (OA) performance, with a focus on user satisfaction as a mediator in this association. The
research was conducted in light of the rapid development of information technology and the
increasing integration of OA systems into organizational workflows.
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The comprehensive literature review conducted at the outset of the study provided a solid foundation
for understanding the definition, characteristics, and theoretical frameworks of service innovation and
its role in office automation within organizations. By adopting systematic methods for data collection,
sample selection, and measurement tools, the study successfully examined the impact of
implementing innovative services on user satisfaction and its subsequent effect on OA performance.

The findings of the study revealed a positive correlation between the implementation of innovative
services and increased user satisfaction, leading to significant improvements in OA performance. This
highlights the importance of service innovation as a driver of organizational effectiveness and
competitiveness in the digital age. The study contributes valuable insights into the relationship
between service innovation and OA performance, shedding light on the critical factors that
organizations need to consider when implementing innovative technologies.

Although this study has certain limitations, such as the sample size, it provides a solid foundation for
future research in this area. The findings underscore the significance of service innovation in shaping
OA performance and emphasize the need for organizations to prioritize user satisfaction in their
innovation strategies. By considering the theoretical and practical implications of the research,
organizations can develop actionable strategies to enhance their effectiveness and competitiveness
through service innovation.

In conclusion, this study contributes to the existing body of knowledge by providing essential insights
into the relationship between service innovation, user satisfaction, and OA performance. The findings
highlight the transformative potential of service innovation in the digital age and offer guidance for
organizations seeking to leverage innovative technologies effectively. Future research can build upon
these insights, addressing the study's limitations and exploring additional factors that may influence
the relationship between service innovation and OA performance.
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