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Extended Abstract
Introduction

The theory of "social information
processing™ states that perceptions of the
social environment in the workplace affect
individual behavior and performance.
Because employees interpret different
aspects of their work environment through
social interactions with the intention of
rationalizing their environment, the work
environment influences employee behavior
through employees' attitudes, perceptions,
and motivations (1). Internal service quality
refers to employees' feelings about the
quality of service they either receive or
provide from their employees (5).

To understand the process of theory of
social information processing in female
employees of the Ministry of Sports and
Youth, we examine the role of
psychological empowerment and its
dimensions as an important motivational
mechanism on the internal services quality.
Psychological empowerment is defined as
an important mental state of employees to
have a sense of control over their work (9).
In order to achieve equality and elimination
of discrimination, psychological
empowerment and participation of women
in the governing structure of sport context
is worth further study.

Therefore, the question of the present
study is whether the dimensions of
psychological empowerment (competence,
autonomy, impact, meaningfulness and
trust) affect the dimensions of internal
service quality (individual, unit/department
and organizational level) in the Ministry of
Sports and Youth?

Methods

This study is  descriptive-survey
research. The population of this study was
all female employees of the Ministry of
Sports and Youth. Through the convenient
sampling method, 250 questionnaires were
distributed among female employees, of
which 232 questionnaires were completed
(with a return rate of 93%) and were
analyzed as a statistical sample.

The following two questionnaires were
used to collect data. The reliability and
validity of the questionnaires were
confirmed.  Also, information  on
demographic characteristics (age, gender,
level of education and history in the
organization) was obtained.

A) Modified  Spreitzer  (1995)

Psychological Empowerment
Questionnaire was used to measure
psychological empowerment.

Psychological empowerment includes five
main dimensions (competence, autonomy,
impact, meaningfulness and trust). Answers
were given on a Likert scale from 1:
strongly disagree to 7: strongly agree.

B) Internal Service Quality

Questionnaire: The 20-item Di Xie
Questionnaire (2004) was used to measure
the internal service quality. The
questionnaire consisted of a seven-point
scale from 1: strongly disagree to 7:
strongly agree.
Pearson  correlation  coefficient and
structural equation modeling were used.
SPSS and PLS Smart software version 3
were used to analyze the conceptual model
of the research.

Findings

In this study, 232 female employees of
the Ministry of Sports in 2016 were studied.
The highest frequency belongs to the age
group of 30 to 40 years with about 46%.
About 43% of the subjects have a master's
degree. In terms of record of service, the
highest frequency is the group of 10 to 15
years with 30%. Factor loadings of items
for each dimension and the path
coefficients were calculated.

Structural equation modeling showed
that trust (0.14), competence (0.57) had an
effect on the internal service quality in
individual level. Furthermore,
meaningfulness (0.16) and impact (0.41)
had an effect on the internal service quality
in unit/department level. The coefficients
Paths of autonomy (0.24), trust (0.22),
competence (-0.13), meaningfulness (0.17)
and impact (0.20) on the internal service
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quality in the organizational level has been
confirmed (p<0.05).

Cronbach's alpha and combined
reliability coefficients were greater than 0.7
and the mean variance extracted was
greater than 0.5 indicating the
appropriateness of internal consistency and
convergent validity in the research model,
which is one of the most important
indicators of goodness of fit of the
measurement model in SmartPLS software.
Investigating the goodness of fit of the
structural model is determines with a
coefficient of determination (R2). Three
values of 0.19, 0.33 and 0.67 are considered
as the criterion values for weak, medium
and strong values of R2. For this study, the
value of R2 is considered as medium.

The result of Q2 index indicated the
appropriate predictive power of the
research model and the confirmation of the
goodness of fit of the structural model.

Conclusion

The purpose of this study was to
investigate the effect of psychological
empowerment on the internal service
quality in female employees of the Ministry
of Sports and Youth. The results of the
structural equation model using PLS
software showed that among the five
dimensions of psychological
empowerment, only trust and competence
had a significant effect on internal service
quality at the individual level. Also,
meaningfulness and impact had an effective
on the internal service quality at the unit
level. Finally, the effect of autonomy, trust,
competence, meaningfulness and impact on
the internal service quality at the
organizational level in confirmed.

Explaining this finding, we can say that
if we understand empowerment as
"authorizing, give power to people”, more
empowerment and independence leads to
greater individual participation in work and
increased commitment. Employees who
consider  themselves  psychologically

empowered perform better, experience
higher levels of job satisfaction, and show
stronger commitment. Therefore,
psychological empowerment can positively
affect the internal service quality provided
by female employees of the Ministry of
Sports and Youth. Along with the findings
of this study, we can refer to the results of
Dosti et al. (12), Jaiswal and Dhar (2016),
Di Xie (2005), Kostiwa and Meeks (2009)
and Lin et al. (2017).
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