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Abstract
This study examines technology in mediating human capital, 
customer capital, and organizational capital on SMEs’ performance 
during Covid-19. To test the hypothesis, the PLS-SEM method was 
applied. Data collection was conducted by sharing questionnaires to 
150 owners of small industrial clusters in East Java, Indonesia. The 
empirical results show that human capital and technology usage 
directly affect significantly on SMEs’ performance. Furthermore, 
technology usage has a significant influence in mediating human 
capital on firms’ performance. We provide implications for using 
technology for practice and using a socio-technical approach by 
SMEs to face challenges related to their work organization in 
response to COVID-19 while maintaining their activities. We 
hope that our reflection will be a source of thought for scholars 
and practitioners to explore further using technology for SMEs 
to secure business continuity during COVID-19.
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Introduction

In the case of COVID-19, academics and practitioners discussed a new threat, 
namely the shock of the global society. If someone compares the current crisis to the 
2008 crisis, they will see that the problem is related to challenges related to the supply 
of capital and the chain of supply and, in particular, disruptions to upstream and 
downstream flows from that. This is evident in China, where factories are shutting down 
product supply is reduced, especially auto parts and clothing components. At the same 
time, worldwide lockdowns and the closure of industries such as travel, hospitality, and 
retail allowed significant worldwide business closings and further disruptions, including 
an increase significantly in unemployment, to occur in the months ahead.

Meanwhile, governments worldwide, including Indonesia, are issuing policies 
and implementing action plans including restrictions (i.e., lockdowns of countries, 
temporary closure of physical business operations) to prevent the spread of the Covid-19 
epidemic. These restrictions impact sustainable business operations, including reducing 
business activities, human resource issues related to staff disruptions, supply chain, and 
other activities. These restrictions have a more severe impact on small and medium 
enterprises (SMEs) than on large and global companies (Saturwa et al., 2021; Beglaryan 
& Shakhmuradyan, 2020; Sahoo & Ashwani, 2020). Due to SMEs' lack of resources, 
external crises such as the COVID-19 outbreak threaten the SME market. They are hit 
with great force and worsen the situation (Eggers, 2020). SMEs face various problems 
such as declining demand, supply chain disruptions, cancellation of export orders, shortage 
of raw materials, and transportation disruptions, among others (Shafi et al., 2020).

SMEs are particularly vulnerable because they tend to have lower reserve capital, 
fewer assets, and lower productivity levels than large firms (OECD, 2020). In addition, 
small organizations and their leaders face challenges in crisis times (Shane, 2011). Passingly, 
they explore new opportunities because of their size and flexibility (Davidsson, 2015) and 
develop emerging strategies for the sustainability of business operations. In the UK, SME 
businesses account for 99.3% of all private sector business, 47.8 percent of private-sector 
employment, and 33.2 percent of private sector turnover. Thus, SMEs have implications 
for the broader economy. So far, limited research has focused on SMEs' experience and 
how organizational actors interact during the crisis (Cucculelli & Peruzzi, 2020; Doern 
et al., 2019; Mayr et al., 2017; Ogawa & Tanaka, 2013). More specifically, previous 
research has neglected identifying appropriate actions and strategies taken by leaders in 
times of crisis and the effectiveness of these strategies based on the company's capabilities 
(Bundy et al., 2016; Kunc & Bandahari, 2011), especially in terms of SME context 
(Appelbaum et al., 2012; Randall, 2018). 

Some researchers agree that intellectual capital components such as organizational 
capital, social capital, and human capital can add value to a company's goals (Khalique et 
al., 2013b; Absah et al., 2018; Nhon et al., 2018). Human capital, for example, with a 
level of education, experience, knowledge, social skills, innovation, and attitude in carrying 
out its work, will create value to achieve goals. As a result, the creation of added value 
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by human capital in the performance of their duties and work will provide a company 
with a sustainable income in the future (Nhon et al., 2018; Absah et al., 2018).

A slew of intellectual capital studies has looked into the direct effects model on 
business performance within the context of SMEs (McDowell et al., 2018; Williams et al., 
2019; Bakhru, 2019). These studies emphasized the evaluation of the intellectual capital 
parameters of a business school. They considered that intellectual capital parameters can 
be used by academic administrators and also as a means for compensation of a business 
school teacher. It finds that the intellectual capital will improve the quality of teaching 
and help the business school achieve a higher ranking and repute (Bakhru, 2019). 
The current studies have highlighted the inconsistency of previous research in which 
an indirect effects model, particularly the use of technology as a significant mediating 
variable in enhancing the sustainability of SMEs, was overlooked (Jämsä et al, 2011; Kim 
& Orazem, 2017; Zhong et al., 2020; Adam, 2021). There was also an inconsistency 
between intellectual capital and SMEs' performance (Absah et al., 2018; Maharani & 
Fuad, 2020; Ahmed et al., 2020; Mubarik et al., 2020). As a result, through technology, 
the intellectual capital component indirectly influences SMEs' sustainability. Limited prior 
empirical research has emphasized the significance of addressing the mediating effect of 
technology use on the relationship between intellectual capital components and SME 
performance.

To take on the consequences of extreme events and due to COVID-19, SMEs 
can use, among other things, technology usage. These include, for example, mobile and 
internet technology with next-generation telecommunications networks (e.g., 5G), big 
data analytics, artificial intelligence (AI) using deep learning, and blockchain technology. 
Technology usage digitizes and crosslinks the value creation process. Firms that use the 
technology are more important than what they use it for—investment and commitment 
to the Internet influence successful implementation. Moreover, firms with an existing 
export sales capability fare better using VECs (virtual export channels). There is evidence 
in the literature that appropriate strategic adoption of technology can lead to increased 
competitiveness, productivity, and performance (Bruque & Moyano, 2007; Chan et al, 
2018; Kleis et al., 2012). At the same time, companies must have the appropriate 
capabilities, culture, and talent within the organization to experiment and conceptualize 
how technology usage (TU) will affect current and future business processes and models 
(Kane et al., 2015). The internet can provide good external enterprise development 
conditions, mainly displays two relevant mechanisms (enterprise characteristics and 
external environment) (Reuber & Fischer, 2011; Terziu et al., 2020), and they can be 
grouped into six channels (enterprise innovation, enterprise business model, enterprise 
performance, enterprise productivity, enterprise import and export trade, and enterprise 
location selection) (Zhong et al., 2020). 

This study aims to provide valuable recommendations to business people in designing 
and managing intellectual capital components and technology usage in the business sector 
because the use of technology is a newly discovered issue (Terziu et al., 2020; Zhong et 
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al., 2020; Adam, 2021). The use of technology may enhance the competence of social 
capital in company productivity, such as in the fields of marketing, production, and 
service (Kim & Orazem, 2017; Terziu et al., 2020). Additionally, technology can decrease 
the cost of communication and information processing, changes business processes and 
work practices, and create new products and values through e-commerce (Jämsä et al., 
2011; Jovanovic et al., 2020). 

According to the findings of the current studies, other specific aspects of the 
sustainability of SMEs must consider the use of technology to improve business 
performance (Zhong et al., 2020; Jovanovic et al., 2020). Firms that adopted technology 
earlier saw faster productivity gains than similar firms that did not (Fernandes et al., 2019; 
Ghasemaghaei & Calic, 2019). Companies with higher Internet connection speeds via 
broadband increase company productivity compared to companies without connections or 
companies that only have access through dial-up services (Kim & Orazem, 2017). This 
condition will make it easier for SMEs to improve their performance, such as in the roles 
of their resources in production, marketing, and sales. Although the relationship between 
intellectual capital, technology use, and SME performance has been extensively researched, 
the effects and properties of using technology as a mediating variable in the context 
of this study have not been adequately discussed (Jovanovic et al., 2020; Zhong et al., 
2020). Many researchers argue that a variety of factors could cause this situation. First, 
many previous studies have extensively described the direct effect of intellectual capital 
on firm performance (Zuhir, Surin, & Rahim, 2019; Maharani & Fuad, 2020; Ahmed 
et al., 2020). Second, several previous studies used a structured review approach to the 
existing literature on the relationship between internet use and corporate development 
(Zhong et al., 2020), Third, Using the OLS approach, This research paradigm has typically 
used simple descriptive and association methods to achieve short-term goals and solve 
immediate problems (Bartelsman et al., 2018; Fernandes et al., 2019). As a result, the 
study's findings are only recommendations, and they may not be of much assistance to 
practitioners and academics in understanding the complexities of using technology to 
sustain SMEs in a globalized and volatile economy. 

However, the role of technology as a moderating variable has not been studied. 
As a result, it is critical to investigate the nature of this relationship. This circumstance 
motivates the researchers to broaden the literature by investigating the role of technology 
as a moderator in the relationship between intellectual capital and business performance. 
Therefore, the objectives of this research are 1) to examine the impact of components 
of intellectual capital on the performance of SMEs; 2) whether the relationship between 
components of intellectual capital and the performance of SMEs is mediated by technology 
usage; 3) whether there is a significant relationship between technology usage and the 
performance of the firms in terms of growth in sales, satisfaction among customers, 
financial perspective and internal business process.

This study confirms the role of technology usage, which the company can apply to 
improve the performance of SMEs. This research's first contribution is to raise awareness 
among SMEs about the components of intellectual capital and the benefits of technology 
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use. Second, this study adds to the existing literature's theory by demonstrating that the 
relationship between intellectual capital and the sustainability of SMEs can be developed 
by reflecting on technology usage.

Method

This research is a study that examines the role of technology as a mediator of 
the variables of human capital, customer capital, and organizational capital in improving 
company performance. This study was conducted in small and medium industries (SMEs) 
in East Java, Indonesia. Data collection was carried out by distributing questionnaires 
to 150 owners of small industrial clusters in East Java, Indonesia, and 99 surveys were 
collected. The questionnaires consist of 20 indicators of the Likert scale with responses 1 
(strongly disagree) to 5 (strongly agree). Data collection was carried out by distributing 
questionnaires to clusters in East Java which consisted of two parts, namely questions 
related to the characteristics of respondents and the main variables. These characteristics 
can be seen in Table 1. 

Table 1. The demographic profiles of respondents

Location Cluster N=99 Category Frequency %

Madura Handicraft of Batik = 16 Gender

Mojokerto Shoes of leather = 16 Male = 65 65.66

Sidoarjo Bags of leather = 20 Female = 34 34.34

Pasuruan Furniture = 15 Periode of SMEs

Malang Processing Food = 17 1981-1990 = 12 12.12

Processing Ceramic = 15 1991-2000 = 28 28.28

2001-2010 = 35 35.35

2011-2020 = 24 24.24

Number of employees

1-4  (micro enterprises) = 39 39.39

5-19  (small enterprises) = 45 45.45

20-99 (medium enterprises) = 15 15.15

Table 1 displays that the firms are distributed in shoes, furniture, batik handicraft, 
leather bags, food processing, and ceramic clusters located in selected regions of Madura, 
Mojokerto, Sidoarjo Pasuruan, and Malang cities. The data showed that male entrepreneurs 
(65.66%) dominate the business than female entrepreneurs (34.34% for females). Around 
84.85% of the entrepreneurs operate micro and small enterprises (MSEs), whereas 15.15% 
manage medium enterprises. By using 5-Likert’s scale, the respondents can choose 1 
= strongly disagree, 2 = disagree, 3 = neutral, 4 = agree, and 5 = strongly agree for 
replying the questions presented in Table 2.
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This research tests the mediating role of technology usage on the relationship 
between intellectual capital and SMEs performance, including human capital, customer 
capital, and organizational capital together, and the relationship between intellectual capital 
on SMEs performance. This research consists of three exogenous constructs (human 
capital (HC), customer capital (CC), organizational capital (OC), and two endogenous 
constructs (technology usage (TU), SM Enterprise Performance (EP)). All these constructs 
were measured based on observed variables.

Table 2. Items of Indicators

Human Capital(HC)
HC01 – items related to skills
HC02 –  items related to intellectual ability
HC03 – items related to knowledge and 

expertise
HC04 –  items related to attitude

Customer Capital (CC)
CC01 –  items related to loyalty
CC02 – items related to customer satisfaction
CC03 – items related to customers’ complaints
CC04 –  items related to networking

Organizational Capital
OC01 –  items related to infrastructure & system
OC02 – items related to policies and procedures
OC03 – items related to exchange & relationship
OC04 –  items related to culture

Technology Usage (TU)
TU01 –  items related to the new model for 

selling
TU02 – items related to the development of 

technology
TU03 – items related to internet usage in 

working
TU04 –  items related to technology knowledge

SMEs Enterprises Performance (EP)
EP01  –  items related to financial perspectives
EP02  –  items related to internal business 

process
EP03  –  items related to growth in sales
EP04  – items related to satisfaction among 

customers

Partial Least Square structural equation modeling (PLS-SEM) was applied in this 
research because it is widely applied by researchers in management, economics, and other 
fields to test the causal association and effect between unobservable variables (Mourad 
& Valette-Florence, 2016; Faisol, 2017). For many reasons, PLS-SEM has been adopted 
in many research areas, such as management information systems, accounting, and 
management in operation. Firstly, it is suitable for studies with small sample sizes, multiple 
dependent variables, and a large set of independent variables. Second, it is suitable if 
the research is at the initial stage of theoretical development (Ribau et al., 2017). Third, 
PLS-SEM provides researchers to examine the measurement model concurrently with the 
structural model and presents scholars to apply more complicated research models with 
both mediating associations (Lee et al., 2011). In this paper, we used SMART-PLS 3.0 
software. This research performs the bootstrapping of the PLS-SEM method to examine 
the significance of relationships and the mediating effect of technology usage on the 
relationship between intellectual capital and SMEs performance.

Result and Discussion

The evaluation of the measurement model applied in this study are the validity 
test and reliability test. Validity tests include convergent validity that shows the values 
of loading factor ( ) and average variance extracted (AVE) and discriminant validity that 
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shows the value of fornel larcker criterion and cross-loading. Then, the reliability test 
shows composite reliability (CR) and Cronbach’s alpha (α). Table 3 presents the result 
of the measurement model.

Table 3. Result of the measurement model

Constructs
Convergent Validity Reliability

λ significance AVE β CR

Human Capital(HC)
HC01
HC02
HC03
HC04

0.777
deleted

0.836
0.770

***

***
***

0.630 0.706 0.836

Customer Capital (CC)
CC01
CC02
CC03
CC04

0.932
0.906

deleted
0.881

***
***

***

0.822 0.892 0.933

Organizational Capital (OC)
OC01
OC02
OC03
OC04

0.803
.0851
0.818

deleted

***
***
***

0.679 0.766 0.864

Technology Usage (TU)
TU01
TU02
TU03
TY04

deleted
0.916
0.874

deleted

***
***

0.801 0.753 0.889

SMEs Performance (EP)
EP01
EP02
EP03
EP04

0.905
0.820
0.770

deleted

***
***
***

0.695 0.791 0.872

Source: processed, 2021

Construct convergent validity was assessed using factor loading and AVE values 
(Azlis-sani & Dawal, 2013). All factor loadings for all items in each construct (HC, CC, 
OC, TU, and EP) were higher than 0.5 (Anderson & Gerbing, 1991) and statistically 
significantly confirmed construct convergent validity using factor loadings criterion 
achieved. Average variance extracted (AVE) values were found to be higher than 0.5. 
This value is under suggested by (Chin, 2010).

Construct discriminant validity was assessed through Fornell larcker criterion 
and cross-loading. Fornell Larcker is the correlation value between variables with the 
variable itself and variables with other variables. The assessment is that this value 
cannot be smaller than the other values (or we can say that the correlation value with 
the variable itself must be greater than the correlation value of other variables). Cross 
loading is the correlation value between indicators and variables. Indicators that should 
affect the variable, the correlation value must be greater than the correlation value 
with other variables. Table 4 presents the values of the discriminant validity summary.
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Table 4. Construct discriminant validity assessment summary

CC HC OC EP TU

CC 0.907

HC -0.004 0.794

OC 0.209 0.376 0.824

EP 0.142 0.511 0.257 0.834

TU 0.040 0.565 0.383 0.461 0.895

Source: processed, 2021

Table 4 presents discriminant validity among constructs. The correlation value with the 
variable itself was found more significant than the correlation value of other variables. This 
indicates adequate discriminant validity. Therefore, the measurement model demonstrated 
adequate convergent validity and discriminant validity. The construct measures in the 
measurement model are confirmed as reliable and valid, and the next step is to assess the 
structural model results. For assessing the structural model, criteria checked are R-Square, 
T-statistic value, Path coefficient (β value), Predictive Relevance, and Model Fit. In the PLS 
model, the squared correlation values of 0.68, 0,32, and 0.19 are considered substantial, 
moderate, and weak, respectively (Chin, 2010). The R2 value of each latent endogenous 
construct shown in figure 2 is more significant than 0.3 and is considered substantial.

Table 5 shows the path coefficient value along with the T-statistics (bootstrap) 
values. The relationship between human capital and SMEs performance is significant 
with β = 0.375 and p-value = 3.903 (Table value is 1.96 at 5% level of significance) 
has a direct positive significant influence on SMEs performance. This indicates that 
a 100 point change in human capital will bring about 37.5 point change in SMEs’ 
performance effects relationship between technology usage and SMEs performance is 
significant with β = 0.014 and p-value = 0.024 effects on SMEs’ performance. This 
indicates that a 100 point change in technology usage will bring out 14 points change 
the sustainability of SMEs’ performance.

The quality of the PLS path model is evaluated by calculating Q2 statistics. The 
model can predict by repeating the observed values through blindfolding procedures 
(Tenenhaus et al. 2005). In the structural equation model, Q2 greater than zero means 
the model has predictive relevance, and less than zero means the model lacks predictive 
relevance (Chin, 2010). As a relative measure of predictive relevance, values of 0.02, 
0.15, and 0.35 indicate that an exogenous has a small, medium, or enormous predictive 
relevance for a selected endogenous construct. By using blindfolding procedures, two 
types of Q2 statistics can be estimated – cross-validated communality and Cross validated 
redundancy. In the path model, the predictive relevance of Technology usage has a 
value of 0.245, which indicates that the construct of human capital, customer capital, 
and organizational capital have considerable predictive relevance on technology usage. 
Then, the predictive relevance of SMEs performance (EP) has a value of 0.197, which 
indicates that all of the exogenous (HC, CC, OC, TU) has medium predictive relevance 
on SMEs performance.
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Figure 2. The measurement model 

Model fit or Goodness of Fit (GOF) is used as an index for the model’s overall fit 
to validate the PLS path model globally (Tenenhaus et al., 2005). GOF is the geometric 
mean of the average commonality and the average R2. For the global validation of the 
PLS path model, the cut-off values lie between 0 and 1, resulting in GOF small= 0.1, 
GOF medium = 0.25, GOF large =0.36 (Akter et al. 2011). In this model, the global 
fir index ism0.684, which indicates that empirical data fits the model very well. 

By removing some irrelevant indicators, the constructs satisfy the values of α, CR, 
AVE, and λ. They recommended that the scores of , AVE, and CR be more significant 
than 0.6, whereas the score for  should be greater than 0.5. The measurement of 
indicators is depicted in Figure 2. Figure 2 displays that technology usage mediates the 
performance of SMEs’ human capital, customer capital, and organizational capital. 

This study hypothesized that human capital (HC), customer capital (CC), and 
organizational capital (OC) have a positive and significant influence on SMEs’ performance 
(EP). Through technology usage, human capital, customer capital, and organizational capital 
have a positive and significant effect on SMEs’ performance, and technology usage has a 
positive and significant effect on SMEs’ performance. Table 5 shows the finding of this research.

Finding revealed that human capital directly has a positive and significant influence 
on SMEs’ performance (β = 0.375; p-value = 0.000), customer capital does not 
significantly influence on SMEs’ performance (β = 0.136; p-value = 0.167), organizational 
capital directly does not significantly influence on SMEs’ performance (β = -0.007; 
p-value = 0.945), technology usage has a positive and significant influence on SMEs’ 
performance (β = 0.246; p-value = 0.025). These findings confirm that hypothesis H1a, 
H4 are supported by the collected data, while hypothesis H2a, H3a are not supported 
by the collected data.
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Table 5. Hypothesis testing

Category β Mean SD T statistics P-Values H-Results

HC = > EP 0.375 0.385 0.096 3.903 0.000 Accepted

CC = > EP 0.136 0.154 0.098 1.385 0.167 Rejected

OC = > EP -0.007 -0.005 0.103 0.068 0.945 Rejected

TU = > EP 0.246 0.241 0.099 2.479 0.014 Accepted

HC = > TU = > EP 0.120 0.121 0.053 2.265 0.024 Accepted

CC = > TU = > EP 0.000 -0.003 0.031 0.007 0.994 Rejected

OC = > TU = > EP 0.049 0.052 0.035 1.409 0.164 Rejected

The study also hypothesized that technology usage, human capital, customer 
capital, and organizational capital influence SMEs’ performance. Findings from this study 
informed that human capital mediated by technology usage has a positive and significant 
influence on SMEs’ performance (β = 0.120’ p-value 0.024. However, customer capital 
dan organizational through technology usage does not significantly influence on SMEs’ 
performance (β = 0.000; p-value 0.994); (β = 0.049; p-value = 0.164). Hence, hypothesis 
H1b is accepted. As such, hypotheses H2b and H3b are not supported.

The primary purpose of this study is to apply the component based on the structural 
equation modeling technique to make sure the technology used as a mediator for intellectual 
capability included human capital, customer capital, and organizational capital to build 
the sustainability of SMEs’ performance. According to Intellectual Capital Theory (Becker, 
1962; Khalique & Shaari, 2013a), the primary function of intellectual capital is to create 
value-added products and services through proactive management of intangible resources 
like technology usage, which positively influence organizational performance (Tronconi & 
Marzetti, 2011; Khalique et al., 2013c; Hashim et al., 2015; Xu & Li, 2019).

The analysis results show that human capital directly has a significant positive 
effect on the sustainability of SME performance. Statistically, this result is evidenced by 
the p-value = 0.000 and β = 0.375. This result means that if there is an increase in 
human capital, it will encourage the sustainability of SMEs. This illustrates that in the 
Covid 19 era, human capital owned by SMEs was still able to increase their capacity, 
for example, related to skills, knowledge, expertise, and intellectual agility. This increase 
has resulted in increased business process activities and has stimulated the performance 
of SMEs to be better. This finding supports that of investigated human capital and small 
and medium enterprises (Mubarik et al., 2020; Ahmed et al., 2020).

These results indicate that when SME actors increase their capacity in the fields of 
skills, knowledge, expertise, and attitude in business, it will be easier to utilize knowledge 
on the use of technology in their business, thereby creating and producing added value 
in production, which means that the performance of SMEs will be positive. The results 
also inform that technology can mediate the relationship between human capital and 
SMEs’ performance, which statistically equates to a p-value = 0.024 and b = 0.120. This 
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result is in line with the intellectual capital theory, which states that human capital is 
one of the main components of intellectual capital is to create value-added products and 
services through proactive management of intangible resources which positively influence 
organizational performance. This finding also supports the previous studies such as Farace 
& Mazzotta (2015), Suroso et al. (2017), and Muda & Rahman (2016) stated the 
contribution of human resources to business performance, followed by the role of human 
capital in various stages of the SME life cycle.

Furthermore, customer capital and organizational capital are components of intellectual 
capital. It is generally believed that customer capital consists of brand value, a strong 
network with customers, customer loyalty, and customer satisfaction. It has a positive 
relationship to organizational performance (Tai-ning et al., 2011; Khalique et al., 2013c). 
Then, organizational capital is firms' intangible resources to achieve sustained competitive 
advantage (Tronconi & Marzetti, 2011). In general, it can also be believed that organizational 
capital is a collective, firm-specific and idiosyncratic factor, is one of the main determinants 
of firm performance. However, the results are not under what is explained in theory, 
that the findings of this study also show that directly customer capital and organizational 
capital do not affect the sustainability of SMEs. These findings illustrate that the field of 
customer capital and organizational capital owned by MSMEs has not been able to utilize 
their capacity to encourage the performance of SMEs. These results describe in Covid 
19era, SMEs operated in small industry clusters providing empirical results demonstrating 
that customer capital and organizational capital directly have no significant effect on firm 
performance. The data also reveal that technology usage cannot mediate the relationship 
between customer capital, organizational capital, and firm performance. By taking various 
clusters in East Java, this research provides different points of view to understand the 
dynamics of the SME cluster. Understanding these dynamics makes it known that customer 
and organizational capital do not directly affect SMEs' performance. It is contrarily with a 
standard view on this effect, SMEs operating in clusters probably cannot utilize something 
related to customer capital and organizational capital like loyalty and relationship between 
firms. Consequently, this condition does not stimulate firm performance. This finding 
indicates the tendency of the covid 19 Era can be one of the possibilities that hamper 
to utilize the relationship, networking, taking the policy, procedure on firm performance 
(Liu et al., 2020; Sheth, 2020; Shafi et al., 2020). 

Conclusion 

This research aimed to convince the role of technology as a mediating aspect for 
intellectual capital such as; human capital, customer capital, and organizational capital 
on the sustainability of small and medium enterprises operating in small industrial 
clusters in the Covid 19 era. In particular, attention is given to examining the role of 
using technology in mediating this interaction. The results reveal that human capital 
and technology usage directly affect SMEs’ performance. Furthermore, the results showed 
a significant relationship between human capital and firms’ performance mediated by 
technology. According to the literature review, the intellectual capital involved in human 
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capital, customer capital, and organizations significantly influences firm performance. 
Further, many literature reviews showed that technology is a driver for intellectual capital 
to sustainable SMEs. Also, the choice of technology could be related to SME’s existing 
equipment, and essential digital competencies can be used in the business activities like 
communication channels with customers. They recommended that the business model 
that can be applied to SMEs is a business that is supported by digital transformation. 
Digital transformation exists when digital skills emerge, and digital tools are adopted. 

This study indicates that supporting the development of human capital orientation 
is the main factor influencing creativity, organizational innovation ability, and outstanding 
company performance where SMEs companies accelerate recovery, and executives can 
apply information to benefit the development of human resources in companies. The 
company encourages employees to think of joint initiatives and create something new 
that is ready to face organizational changes related to innovation and new information 
technology to lead the organization to survive and gain a competitive advantage.

The result of this research should be very beneficial to both academics and 
practitioners. Academics in the policy and management areas would be very interested 
in how technology usage mediated the relationship between intangible assets toward the 
performance of firms. This study has shown a significant positive relationship between 
the intellectual component and firms’ performance mediated by the use of technology. 
Future research may show that this link can be generalized to other regions and virtually 
all industries. This study provides implications for using technology for practice and using 
a socio-technical approach by SMEs to face challenges related to their work organization 
in response to COVID-19 to maintain their activities. We hope that this reflection will 
be a source of thought for scholars and practitioners to explore further using technology 
for SMEs to secure business continuity during COVID-19.
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