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ABSTRAK

PENGARUH KOMPETENSI DAN KINERJA PEGAWAI
TERHADAP KEPUASAN MASYARAKAT
MELALUI KUALITAS PELAYANAN
PADA KELURAHAN JOBOKUTO KECAMATAN JEPARA
KABUPATEN JEPARA

INDAH SANTI WULANDARI

Penelitian ini bertujuan untuk menganalisis pengaruh kompetensi pegawai,
kinerja pegawai terhadap kepuasan masyarakat melalui kualitas pelayanan.
Populasi penelitian adalah masyarakat yang menggunakan layanan di kantor
kelurahan Jobokuto Kecamatan Jepara Kabupaten Jepara, dimana jumlahnya tidak
diketahui dengan pasti. Pengambilan sampel penelitian menggunakan purposive
sampling sebanyak 120 orang. Teknik analisis menggunakan Structural Equation
Modelling dengan bantuan program aplikasi SEM-AMOS. Hasil penelitian
menunjukkan bahwa kompetensi pegawai dan kinerja pegawai berpengaruh positif
dan signifikan terhadap kualitas pelayanan. Kompetensi pegawai dan kinerja
pegawai berpengaruh signifikan terhadap kepuasan masyarakat. Kompetensi
pegawai dan kinerja pegawai berpengaruh terhadap kepuasan masyarakat melalui
kualitas pelayanan sebagai variabel intervening.

Kata kunci: kompetensi pegawai, Kinerja pegawai, kualitas pelayanan, kepuasan
masyarakat.
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ABSTRACT

THE INFLUENCE OF EMPLOYEE COMPETENCE AND PERFORMANCE
ON COMMUNITY SATISFACTION THROUGH SERVICE QUALITY IN
JOBOKUTO VILLAGE, JEPARA DISTRICT, JEPARA DISTRICT

INDAH SANTI WULANDARI

This research aims to analyze the influence of employee competency and employee
performance on community satisfaction through service quality. The research
population is people who use services at the Jobokuto sub-district office, Jepara
District, Jepara Regency, the number of which is not known with certainty. The
research sample was taken using purposive sampling of 120 people. The analysis
technique uses Structural Equation Modeling with the help of the SEM-AMOS
application program. The research results show that employee competency and
employee performance have a positive and significant effect on service quality.
Employee competency and employee performance have a significant effect on
community satisfaction. Employee competency and employee performance
influence public satisfaction through service quality as an intervening variable.

Key words: employee competency, employee performance, service quality,
community satisfaction.
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