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Abstract 

Public satisfaction with public services is one of the main indicators in assessing the effectiveness of govern-

ment performance in providing quality services. This study aims to analyze the influence of service quality, service 

facilities, and employee performance on public satisfaction in Jatisrono District. The research method used is 

quantitative with an approach based on Structural Equation Modeling-Partial Least Squares (SEM-PLS). The re-

search sample consists of 150 respondents, who are residents of Jatisrono District that have received public ser-

vices. The research findings indicate that service quality has the most significant influence on public satisfaction, 

followed by employee performance and service facilities. Service quality, which includes reliability, responsive-

ness, assurance, empathy, and tangible aspects, plays a crucial role in increasing public satisfaction. Additionally, 

adequate service facilities, such as comfortable waiting areas and good accessibility, also have a positive impact 

on public satisfaction. Employee performance, which reflects professionalism, responsiveness, and the ability to 

complete tasks effectively, also makes a significant contribution to public satisfaction. 

The implications of this study suggest that increasing public satisfaction can be achieved by improving overall 

service quality, enhancing service infrastructure, and increasing employee competence and professionalism. The 

Jatisrono District Government needs to strengthen the service system by standardizing service procedures, utilizing 

technology in public services, and developing training programs for employees to ensure optimal service delivery. 

This study contributes to the development of public service policies, particularly in improving the effectiveness 

and efficiency of services based on community needs. Future research is recommended to expand the study area 

and include additional variables, such as the role of leadership or organizational culture, to provide a deeper un-

derstanding of the factors influencing public satisfaction with public services. 
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INTRODUCTION 

Public service is one of the essential elements of 

government functions aimed at improving community 

welfare. According to Grönroos (1984), public service 

quality is not only measured by the availability of ser-

vices but also by how these services are perceived by 

the community. Jatisrono District, as part of Wonogiri 

Regency, has implemented various community em-

powerment programs. However, challenges related to 

effectiveness and efficiency in service delivery con-

tinue to affect public satisfaction with the services pro-

vided. 

Data from the Wonogiri Regency Statistics 

Agency (BPS, 2023) indicates that only 65% of the 

population in Jatisrono District is satisfied with public 

services. This low satisfaction rate is attributed to sev-

eral factors, including lack of coordination among 

stakeholders, inadequate facilities, and low employee 

competence. A study by Parasuraman, Zeithaml, and 

Berry (1985) through the SERVQUAL model also em-

phasizes that service quality can be assessed through 

five key dimensions: reliability, responsiveness, assur-

ance, empathy, and tangibles. 

Public service quality is closely linked to the suc-

cess of community empowerment programs. Zeithaml 

et al. (1990) stated that high-quality services can en-

hance community participation and build trust in the 

government. However, local studies indicate that public 

services in Indonesia often face challenges regarding 

transparency and accountability (Nugroho, 2021). In 

the context of Jatisrono District, ineffective public ser-

vice delivery impacts the success of community em-

powerment initiatives. For instance, inadequate service 

facilities, such as cramped waiting areas and outdated 

technology, have become major public complaints. 

This finding aligns with Kotler and Keller (2016), who 

argue that physical facilities are crucial in shaping cus-

tomers' perceptions of service quality. Without ade-

quate facilities, public perceptions of government pro-

fessionalism decline, resulting in lower satisfaction and 

trust in government institutions. 

Employee performance plays a vital role in deter-

mining public service quality. Robbins and Judge 

(2017) highlight that employee motivation and compe-

tence directly impact their performance in service de-

livery. A study by Susanti et al. (2020) found that 70% 
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of the public were dissatisfied with government em-

ployees' attitudes, particularly their lack of friendliness 

and responsiveness in handling complaints. This under-

scores the urgent need for continuous employee train-

ing and competence development. In Jatisrono District, 

some government employees show a lack of initiative 

in resolving community issues. This problem is exacer-

bated by an unbalanced workload and the lack of incen-

tives to improve performance. According to Herzberg 

(1968), work motivation can be enhanced through ap-

propriate rewards, both financial and non-financial. 

Thus, a performance-based incentive system should be 

implemented to encourage better employee engage-

ment and service delivery. 

Adequate infrastructure is a prerequisite for deliv-

ering high-quality public services. Bitner's (1992) study 

on "servicescapes" emphasizes that the physical envi-

ronment significantly influences customer experiences. 

In Jatisrono District, service facilities such as waiting 

rooms, accessibility for persons with disabilities, and 

technology infrastructure need improvement to better 

meet the public's needs. A survey conducted by the 

Public Service Survey Institute (2022) found that 40% 

of Jatisrono residents complained about poor service 

facility conditions. Common complaints included un-

comfortable waiting areas and limited access to service 

information. Such conditions negatively impact public 

perceptions of government professionalism and hinder 

efforts to build a service-oriented government culture. 

Public satisfaction is a primary indicator of public 

service success. Oliver (1980) explains that satisfaction 

occurs when the public's expectations are met or even 

exceeded by the services received. Tjiptono (2014) sup-

ports this concept by stating that public satisfaction can 

foster loyalty and active participation in government 

programs. In Jatisrono District, low public satisfaction 

reflects a gap between expectations and service reality. 

The Gap Analysis Model developed by Parasuraman et 

al. (1985) can be used to identify these discrepancies 

and provide strategic recommendations for service im-

provement. Bridging this gap is essential for enhancing 

public trust and engagement with government services. 

This research is relevant in identifying the factors 

that influence public satisfaction, particularly in Jatis-

rono District. By understanding the relationship be-

tween employee performance, service quality, and fa-

cilities, this study aims to provide strategic recommen-

dations for local government improvements. This study 

aligns with the national development agenda, which 

emphasizes responsive, transparent, and inclusive pub-

lic services (Ministry of Administrative and Bureau-

cratic Reform, 2023). Improving public services 

requires a holistic approach, including: 

1. Enhancing employee performance through 

regular training and performance-based rewards. 

2. Upgrading public service facilities to ensure 

accessibility and efficiency. 

3. Implementing responsive services tailored to 

community needs. 

 

THEORETICAL BASIS FRAMEWORK OF 

THINKING AND HYPOTHESIS 

A. Theoretical Basis 

1. Employee Performance 

Employee performance is defined as the work out-

comes achieved by an individual based on assigned 

tasks and responsibilities within an organization. Ac-

cording to Robbins and Judge (2017), employee perfor-

mance is influenced by motivation, competence, per-

ception of job roles, and a supportive work environ-

ment. In public service, employee performance reflects 

the ability to provide responsive, accurate, and commu-

nity-centered services. Optimal performance is demon-

strated through efficiency in task completion, user sat-

isfaction, and overall organizational productivity 

(Mathis & Jackson, 2011). 

Employee performance serves as a crucial indica-

tor of an individual's success in carrying out organiza-

tional duties. It emphasizes the alignment between in-

dividual and organizational goals, where work behav-

ior, achievement of results, and adaptability play 

essential roles. Work behavior reflects the attitudes and 

actions of employees in performing daily tasks, while 

achievement of results focuses on the tangible outputs 

produced according to predetermined targets. Adapta-

bility signifies an employee’s ability to adjust to 

changes in policies, procedures, or technology within 

the workplace (Mangkunegara, 2009). 

Employee performance plays a fundamental role 

in organizational success by driving productivity, mo-

tivating peers, supporting decision-making, and im-

proving public service quality. High-performing em-

ployees contribute to organizational efficiency and 

serve as role models for their colleagues. Their perfor-

mance evaluations provide critical data for policy deci-

sions related to promotions, training, and rewards. In 

public service, strong employee performance ensures 

better service delivery, fostering trust and satisfaction 

among citizens. 

Several theories explain employee performance 

and its underlying factors. Expectancy Theory (Vroom, 

1964) suggests that employees are motivated when they 

believe their efforts will result in valuable rewards. 

Herzberg’s Two-Factor Theory (1959) highlights moti-

vation and hygiene factors, where recognition and re-

sponsibility enhance performance, while salary and 

work environment prevent dissatisfaction. Equity The-

ory (Adams, 1965) emphasizes fairness, stating that 

employees compare their efforts and rewards with 

those of colleagues, influencing their motivation. Rein-

forcement Theory (Skinner, 1938) suggests that perfor-

mance can be shaped through positive reinforcement 

for desired behaviors and reduced negative conse-

quences for undesired behaviors. 

Performance evaluation is essential for assessing 

employee contributions to an organization. According 

to Mangkunegara (2009), effective evaluations con-

sider quantity and quality of work, discipline, innova-

tion, and teamwork. A strong evaluation system en-

sures that employees meet organizational expectations 

while continuously improving their competencies. In 

public service, performance assessment should focus 

on both individual achievements and the extent to 

which employees fulfill community needs and 

strengthen public trust in government institutions. By 

implementing continuous training, offering incentives, 
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and fostering a supportive work environment, organi-

zations can optimize employee contributions and en-

hance overall service quality. 

2. Service Quality 

Service quality refers to the level of excellence in 

service delivery that meets or exceeds customer expec-

tations. According to Parasuraman, Zeithaml, and 

Berry (1988), service quality is determined by five key 

dimensions: reliability, responsiveness, assurance, em-

pathy, and tangibles. Kotler and Keller (2016) further 

highlight that service quality also includes ease of ac-

cess, speed in problem resolution, and consistency in 

service delivery. In the public sector, high-quality ser-

vice enhances public trust in government institutions 

(Zeithaml et al., 1990). 

Service quality is assessed based on customer per-

ceptions of how well a service meets their expectations. 

Grönroos (1984) classifies service quality into tech-

nical quality, which refers to the outcome of the service 

(such as speed and accuracy), and functional quality, 

which relates to how the service is delivered (such as 

employee communication and behavior). High service 

quality plays a crucial role in increasing customer sat-

isfaction, building organizational reputation, ensuring 

business sustainability, and strengthening customer re-

lationships. 

Several theoretical models explain service quality. 

The SERVQUAL model (Parasuraman, Zeithaml, & 

Berry, 1988) defines it through reliability, responsive-

ness, assurance, empathy, and tangibles. Oliver’s 

(1980) Customer Satisfaction Theory suggests that ser-

vice quality influences customer satisfaction, which in 

turn affects loyalty. Grönroos (1984) emphasizes the 

importance of customer experience in evaluating ser-

vice quality, while the Expectancy-Confirmation The-

ory states that service quality is determined by how well 

the received service aligns with initial expectations. 

In the public service sector, service quality is es-

sential for enhancing public trust and institutional cred-

ibility. Zeithaml et al. (1990) suggest that service qual-

ity in public administration can be improved through 

transparency, accessibility, consistency, and innova-

tion. Providing clear and accessible information, ensur-

ing equal service standards for all citizens, and integrat-

ing technology for efficient service delivery are crucial 

strategies for improving public service quality. 

3. Facility 

Service facilities encompass all infrastructure and 

resources that support the delivery of public services. 

Bitner (1992) introduced the concept of "services-

capes", emphasizing the critical role of the physical en-

vironment in shaping customer perceptions of service 

quality. Lovelock and Wirtz (2016) highlighted that 

well-designed service facilities not only enhance cus-

tomer experience but also improve employee effi-

ciency. In this context, service facilities include com-

fortable waiting areas, accessibility for people with dis-

abilities, modern technology, and clear service 

information. 

Service facilities are an integral part of an efficient 

service system. Grönroos (1984) categorized them into 

core facilities, which are directly used by customers 

(such as waiting areas and service counters), and sup-

porting facilities, which enhance customer comfort 

(such as parking spaces and restrooms). Properly de-

signed service facilities contribute to customer experi-

ence, operational efficiency, social inclusion, organiza-

tional reputation, and employee productivity. 

Several theories explain the role of service facili-

ties. Bitner’s Servicescapes Theory (1992) describes 

how the ambient environment, spatial layout, and vis-

ual elements impact customer perceptions. Parasura-

man, Zeithaml, and Berry’s SERVQUAL Model 

(1988) recognizes tangibles as a key dimension of ser-

vice quality. Davis’s Technology in Service Theory 

(1989) underscores the role of modern technology in 

improving service speed and convenience, while Oli-

ver’s Customer Satisfaction Theory (1980) asserts that 

well-maintained facilities directly influence customer 

satisfaction. 

Ideal service facilities should include comfortable 

physical spaces, accessibility for all customers, modern 

technology, clear service information, cleanliness, and 

security. In public service, proper facilities ensure eq-

uitable, efficient, and responsive service delivery. Key 

implementations include digital service integration, in-

novative facility design, employee training, routine fa-

cility evaluation, and capacity expansion in high-de-

mand areas. Improved service facilities positively im-

pact organizations by enhancing customer loyalty, 

strengthening institutional reputation, increasing oper-

ational efficiency, and improving employee well-being. 

Investing in service facilities not only benefits custom-

ers but also creates a more effective and professional 

work environment. 

4. Public Satisfaction 

Public satisfaction refers to the level of happiness 

or contentment felt by society after receiving public 

services. According to Oliver (1980), public satisfac-

tion results from comparing expectations with the real-

ity of services received. Tjiptono (2014) states that pub-

lic satisfaction enhances loyalty and active participa-

tion in government programs. Furthermore, it reflects 

the effectiveness of services in meeting societal needs, 

ultimately improving the government's positive image 

(Kotler & Armstrong, 2018). Public satisfaction is a 

subjective evaluation of service quality compared to 

expectations. Zeithaml et al. (1990) identified key fac-

tors influencing satisfaction, including service quality, 

perceived value, and prior expectations. Kotler and 

Keller (2016) added that public satisfaction not only in-

dicates service success but also serves as a key measure 

of government program sustainability and effective-

ness. 

Public satisfaction functions as an indicator of ser-

vice quality, helping assess whether public services 

meet societal expectations. High satisfaction fosters 

loyalty to the government, reflected in support for pol-

icies and programs. It also encourages active participa-

tion in social, political, and economic activities. Fur-

thermore, a high level of satisfaction strengthens the 

government's image as responsive, transparent, and 

professional while serving as a foundation for continu-

ous service improvements. Several theories explain 
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public satisfaction, including the Expectation-Discon-

firmation Theory (Oliver, 1980), which states that sat-

isfaction results from the comparison between initial 

expectations and received services. Perceived Value 

Theory (Zeithaml, 1988) highlights that satisfaction is 

influenced by the perceived benefits relative to costs. 

The Customer Satisfaction Theory (Parasuraman, 

Zeithaml, & Berry, 1988) emphasizes five service qual-

ity dimensions: reliability, responsiveness, assurance, 

empathy, and tangible aspects. Additionally, the Loy-

alty Theory (Kotler & Keller, 2016) explains that con-

sistent satisfaction fosters loyalty, positively impacting 

social stability and government program success, while 

Cognitive Dissonance Theory (Festinger, 1957) de-

scribes dissatisfaction arising from discrepancies be-

tween expectations and actual experiences. 

Several factors influence public satisfaction, in-

cluding service quality, accessibility, transparency, ef-

ficiency, and communication. To enhance satisfaction, 

governments can conduct regular satisfaction surveys, 

adopt digital innovations for improved accessibility, 

train employees for professional service delivery, pro-

vide effective feedback channels, and manage public 

expectations through education. The impacts of public 

satisfaction include increased public trust in the gov-

ernment, greater social stability, more efficient re-

source allocation, and a stronger government reputation 

as a provider of quality services. 

B. Framework of Thought 

The scheme/description in this research is as fol-

lows: 

 
Figure 1 

Thought Framework 

 

Independent variables: Employee Performance, 

Service Quality, Facility 

Dependent variables: Public Satisfaction 

C. Hypothesis 

The following hypotheses are proposed along with 

detailed explanations and supporting research: 

Hypothesis 1 (H1): Employee Performance 

Positively Affects Public Satisfaction 

Employee performance plays a crucial role in 

shaping public satisfaction with service delivery. Per-

formance indicators such as competence, responsive-

ness, friendliness, and efficiency contribute to the over-

all perception of service quality. Competent employees 

possess the necessary skills and knowledge to provide 

accurate and effective services, ensuring that public 

needs are met efficiently. Responsiveness reflects the 

employees' ability to address concerns, answer inquir-

ies promptly, and resolve issues effectively, which en-

hances public trust and confidence in the service sys-

tem. Friendliness in service delivery fosters a welcom-

ing and positive atmosphere, making individuals feel 

respected and valued. Efficiency ensures that services 

are delivered swiftly and accurately, minimizing wait-

ing times and reducing potential frustration. 

When employees perform their duties profession-

ally and efficiently, the public perceives the service as 

high quality, leading to increased satisfaction. A study 

by Prayoga (2018) found that employee performance 

significantly influences public satisfaction, with higher 

performance levels correlating to greater satisfaction. 

The study emphasized that training programs, motiva-

tion, and work ethics contribute to improving employee 

performance, which in turn enhances public perception 

of service quality. Therefore, optimizing employee per-

formance through continuous professional develop-

ment, performance evaluations, and service-oriented 

training can be an effective strategy to improve public 

satisfaction. 

Hypothesis 2 (H2): Service Quality Positively 

Affects Public Satisfaction 

Service quality is a fundamental determinant of 

public satisfaction, encompassing aspects such as clar-

ity of information, ease of access, and service reliabil-

ity. Clear and transparent information ensures that the 

public understands service procedures, requirements, 

and expected outcomes, reducing confusion and frus-

tration. Accessibility refers to the ease with which indi-

viduals can obtain services, including factors like loca-

tion, operating hours, digital service availability, and 

assistance for people with disabilities. Reliable services 

mean that the government or institution consistently de-

livers on its promises, ensuring that public expectations 

are met or even exceeded. 

When service quality is high, the public perceives 

the system as efficient, trustworthy, and user-friendly, 

leading to a positive service experience. A study by 

Kartika and Siagian (2024) examined service quality at 

the Population and Civil Registration Office of Batam 

City and found that well-structured services signifi-

cantly enhanced public satisfaction. Their findings 

highlight the importance of continuous improvements 
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in service delivery, such as integrating digital solutions, 

simplifying bureaucratic procedures, and implementing 

feedback mechanisms. Institutions that prioritize ser-

vice quality improvement tend to foster greater public 

trust and long-term satisfaction, ultimately enhancing 

their reputation and credibility. 

Hypothesis 3 (H3): Service Facilities Positively 

Affect Public Satisfaction 

Service facilities are essential in creating a com-

fortable and supportive environment for individuals 

seeking public services. Facilities include physical in-

frastructure such as waiting areas, seating arrange-

ments, air conditioning, cleanliness, and availability of 

essential equipment. A well-organized service facility 

ensures smooth and efficient service delivery, reducing 

public discomfort and waiting times. Additionally, the 

use of digital systems, such as automated queue man-

agement and self-service kiosks, can significantly im-

prove the efficiency of service provision. 

Comfortable and well-maintained facilities con-

tribute to a positive public experience, making service 

interactions more pleasant and reducing potential dis-

satisfaction. A study by Harfika and Abdullah (2017) 

examined service facilities at the General Hospital of 

Southwest Aceh Regency and found a strong correla-

tion between facility quality and patient satisfaction. 

The study emphasized that hospitals with modern, well-

equipped, and hygienic facilities experienced higher 

patient satisfaction rates, demonstrating the importance 

of a conducive service environment. To improve ser-

vice facilities, institutions should regularly assess and 

upgrade infrastructure, incorporate technology for 

seamless service interactions, and ensure that service 

environments remain clean, organized, and accessible 

to all individuals, including those with disabilities. By 

prioritizing facility enhancements, public institutions 

can create a more efficient and satisfactory service ex-

perience, ultimately increasing public trust and engage-

ment. 

RESEARCH METHOD 

This research focuses on analyzing public service 

delivery in Jatisrono District, Wonogiri Regency, with 

a particular emphasis on the impact of employee per-

formance, service quality, and service facilities on 

community satisfaction. The study aims to identify key 

factors influencing public satisfaction and provide stra-

tegic recommendations to improve service delivery. 

The research employs a quantitative approach, utilizing 

surveys, interviews, and direct observations to collect 

comprehensive data from both service users and gov-

ernment employees responsible for service implemen-

tation. 

The study investigates three independent varia-

bles—employee performance, service quality, and ser-

vice facilities—and their influence on the dependent 

variable, community satisfaction. Employee perfor-

mance is assessed based on competence, responsive-

ness, professionalism, and adherence to service stand-

ards. Service quality is measured through indicators 

such as transparency, accessibility, and the reliability of 

services. Service facilities include infrastructure ele-

ments such as waiting areas, accessibility for people 

with disabilities, and technological support for efficient 

service delivery. Community satisfaction is evaluated 

based on their perceptions of service effectiveness, ef-

ficiency, fairness, and overall comfort when accessing 

public services. 

The research relies on both primary and secondary 

data sources. Primary data is obtained through struc-

tured questionnaires distributed to 150 respondents, 

consisting of residents who have accessed public ser-

vices in Jatisrono District. The study also includes in-

terviews with government employees to gain insights 

into the challenges and improvements needed in service 

delivery. Additionally, field observations are con-

ducted to assess the quality of service facilities and in-

teractions between employees and the public. Second-

ary data is collected from official documents, statistical 

reports, academic research, and government regula-

tions related to public service quality and community 

satisfaction. 

The sample for this study is determined using the 

Slovin formula, ensuring a representative selection of 

respondents from the local community. The research 

employs a probability sampling method with a simple 

random sampling technique, allowing equal oppor-

tunity for all eligible community members to be se-

lected. This approach enhances the reliability of the 

findings and ensures that the results can be generalized 

to a broader population within Jatisrono District. 

Data analysis is conducted using the Structural 

Equation Modeling-Partial Least Squares (SEM-PLS) 

method, which is suitable for examining complex rela-

tionships between latent variables. The analysis process 

includes evaluating the measurement model (outer 

model) to test the reliability and validity of research in-

dicators. It also involves assessing the structural model 

(inner model) to examine the strength of relationships 

between variables using path coefficient tests, determi-

nation coefficient (R²), predictive relevance (Q²), and 

effect size (f²). Hypothesis testing is performed through 

bootstrapping, where statistical significance is deter-

mined based on t-statistics and p-values. A significant 

relationship is indicated when the t-statistic is greater 

than 1.96 and the p-value is below 0.05. 

By conducting this study, the research aims to pro-

vide valuable insights into the effectiveness of public 

service delivery at the district level. The findings are 

expected to contribute to policy recommendations for 

improving public service management, enhancing em-

ployee performance, optimizing service quality, and 

upgrading service facilities. Additionally, the study 

seeks to support the development of a more transparent, 

efficient, and community-centered public service sys-

tem in Jatisrono District. Ultimately, the research as-

pires to foster greater public trust in local government 

institutions and promote continuous improvements in 

service delivery for the well-being of the community. 

 

RESULT AND DISCUSSION 

A. The characteristics of the respondents 

The characteristics of the respondents are an im-

portant aspect in understanding the profile of the com-

munity that provides assessments on service quality, 

service facilities, community satisfaction, and em-

ployee performance in Jatisrono District. By analyzing 
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the respondent characteristics, the researcher can gain a 

clearer picture of the respondents' backgrounds and 

how these differences may influence their perceptions 

of public services. A total of 150 respondents were se-

lected as samples for this study. The sample consists of 

various community groups with differences in gender, 

age, education level, and occupation. The respondent 

characteristics are presented in the following table: 

Table 1. 

 The characteristics of the respondents 

Characteristic Category Frequency (n) Percentage (%) 

Gender Male 70 46.7%  
Female 80 53.3% 

Age < 20 years 10 6.7%  
20 - 30 years 45 30.0%  
31 - 40 years 50 33.3%  
> 40 years 45 30.0% 

Education Level Elementary/Junior High 20 13.3%  
High School 60 40.0%  
Diploma/Bachelor 65 43.3%  
Postgraduate 5 3.4% 

Occupation Civil Servant 30 20.0%  
Entrepreneur 40 26.7%  
Private Employee 35 23.3%  
Housewife 25 16.7%  
Other 20 13.3% 

 

B. Validity Test 
The validity test was conducted using the Pearson 

Product Moment Correlation method by comparing the 

calculated r value with the table r value at a significance 

level of 5% (α = 0.05). With a sample size of 150 re-

spondents, the table r value used as the validity thresh-

old is 0.159. An indicator is considered valid if the cal-

culated r value is greater than the table r value. The re-

sults of the validity test for each variable are as follows: 

Table 2  

Validity Test Results 

Variable Indicator Calculated r Table r (0.159) Description 

Service Quality KP1 0.721 0.159 Valid 

KP2 0.689 0.159 Valid 

KP3 0.754 0.159 Valid 

Service Facilities FP1 0.732 0.159 Valid 

FP2 0.695 0.159 Valid 

FP3 0.743 0.159 Valid 

Public Satisfaction KM1 0.781 0.159 Valid 

KM2 0.758 0.159 Valid 

KM3 0.768 0.159 Valid 

Employee Performance KPeg1 0.769 0.159 Valid 

KPeg2 0.735 0.159 Valid 

KPeg3 0.752 0.159 Valid 

Source: Processed Data (2025) 

 

The validity test in this research was conducted to 

ensure that each indicator in the questionnaire truly 

measures the concept or variable being studied. Valid-

ity is a crucial aspect in quantitative research, because 

if an instrument is not valid, the research results could 

be biased or not reflect the actual conditions. 

The results of the validity test show that all the in-

dicators in this study have a Pearson Product Moment 

correlation (calculated r) greater than the table r (0.159) 

at a significance level of 5% with 150 respondents. This 

means that each indicator in the questionnaire has a sig-

nificant relationship with the total score of the variable 

it measures. Therefore, it can be concluded that: 

 All statements in the questionnaire are valid 

because the Pearson Product Moment correlation 

shows that each indicator has a significant correlation 

with the total score of its variable (calculated r > table 

r). 

 No indicator needs to be removed or revised 

because all indicators meet the validity standards. This 

indicates that the research instrument used is well-con-

structed and appropriate for measuring the studied var-

iables. 

 The research instrument can be used in further 

data analysis stages, as each item in the questionnaire 

has proven to measure the concept being studied accu-

rately and precisely. 

 Construct validity has been met, meaning the 

questionnaire not only measures the correct variables 

but also captures the underlying dimensions of those 

concepts well. 
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C.  Reliability Test 

After the instrument was declared valid, the next 

step was to conduct a reliability test using Cronbach’s 

Alpha method. A variable is considered reliable if the 

Cronbach’s Alpha value is greater than 0.70. The relia-

bility test aims to determine the extent to which the re-

search instrument can provide consistent results when 

used under different conditions and at different times. 

The results of the reliability test can be seen in the fol-

lowing table: 

Table 3  

Reliability Test Results 

Variable Cronbach’s Alpha Description 

Service Quality 0.812 Reliable 

Service Facilities 0.791 Reliable 

Public Satisfaction 0.823 Reliable 

Employee Performance 0.806 Reliable 

 Source: Processed Data (2025) 

 

Reliability is an important aspect in quantitative 

research used to measure the consistency of an instru-

ment in producing stable and dependable data. A relia-

ble instrument will provide similar results if used under 

different conditions or at different times. Therefore, the 

reliability test aims to determine how consistent the in-

strument used in the study is when tested on the same 

population.  

In this study, the reliability test was performed us-

ing the Cronbach’s Alpha method, which is one of the 

most commonly used techniques for measuring relia-

bility. A variable is considered reliable if its 

Cronbach’s Alpha value is above 0.70. The results of 

the reliability test show that all variables in this study 

have a Cronbach’s Alpha value above 0.70, which 

means that the research instrument used has a high level 

of reliability. This indicates that each indicator in the 

questionnaire has shown good internal consistency in 

measuring the intended variables. Therefore, several 

conclusions can be drawn from the results of this relia-

bility test: 

 The research instrument is trustworthy and has 

a good level of consistency, meaning that if this re-

search were repeated with a different sample or under 

different conditions, the results would still show a sim-

ilar pattern. 

 No revisions are necessary for the research in-

strument, as all variables have met the established reli-

ability standards, and it can be used in further data anal-

ysis. 

 A reliable instrument enhances the validity of 

the research because if an instrument has high reliabil-

ity, the research results can be trusted more and have a 

lower measurement error rate. 

D. Hypothesis Test Results 

Based on the results of testing using Structural 

Equation Modeling - Partial Least Squares (SEM-PLS), 

it was found that all the independent variables in this 

study, namely service quality, service facilities, and 

employee performance, have a significant effect on 

public satisfaction. The hypothesis testing results indi-

cate that each independent variable contributes to im-

proving public satisfaction, although with varying lev-

els of influence. The following table summarizes the 

results of hypothesis testing in this study: 

Table 5.7.  

Hypothesis Testing Results 

Hypothesis Relationship Between 

Variables 

Path 

Coefficient (β) 

T-

Statistic 

P-

Value 

Description 

H1 Service Quality → Public 

Satisfaction 

0.520 8.765 0.000 Accepted 

(Significant) 

H2 Service Facilities → Public 

Satisfaction 

0.310 4.920 0.000 Accepted 

(Significant) 

H3 Employee Performance → 

Public Satisfaction 

0.410 6.453 0.000 Accepted 

(Significant) 

Source: Processed Data (2025) 

 

Based on these results, further analysis can be con-

ducted on each hypothesis as follows: 

1. The Effect of Service Quality on Public Satis-

faction (H1) 

The analysis results show that service quality has 

a positive and significant effect on public satisfaction, 

with a path coefficient of 0.520, a T-Statistic value of 

8.765, and a P-Value of 0.000. This value indicates that 

service quality is the factor with the greatest influence 

on public satisfaction compared to other variables. 

This finding supports the theory proposed by Par-

asuraman, Zeithaml, and Berry (1988) in the 

SERVQUAL model, which states that service quality 

consists of five main dimensions: 

o Reliability: Consistency in providing accurate 

and dependable service. 

o Responsiveness: The ability to provide quick 

service and respond to customer needs. 

o Assurance: The competence and professional 

attitude of service personnel in building customer trust. 

o Empathy: The ability to understand customer 

needs and provide attention. 
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o Tangibles: The quality of physical facilities, 

equipment, and personnel appearance in providing ser-

vice. 

Thus, the better the service quality provided by 

public service agencies, the higher the level of public 

satisfaction. If services are delivered promptly, accu-

rately, and according to public expectations, public sat-

isfaction will increase. Conversely, if the services are 

slow, unprofessional, and do not meet expectations, 

public satisfaction will decrease. 

2. The Effect of Service Facilities on Public Sat-

isfaction (H2) 

The testing results show that service facilities have 

a positive and significant effect on public satisfaction, 

with a path coefficient of 0.310, a T-Statistic value of 

4.920, and a P-Value of 0.000. This indicates that the 

presence of adequate service facilities can enhance 

public satisfaction, although their effect is not as signif-

icant as service quality. 

This concept is supported by Bitner's (1992) theory on 

servicescapes, which states that the physical environ-

ment of the service (including available facilities) plays 

an important role in shaping the experience and percep-

tion of the public regarding the service provided. Good 

service facilities include: 

o Availability of comfortable waiting areas with 

adequate seating. 

o Accessibility for disabled individuals to en-

sure inclusiveness of the service. 

o Adequate infrastructure such as orderly 

queues, clean service rooms, and clear and accessible 

service information. 

o Use of modern technology such as apps or in-

formation systems that can speed up the service pro-

cess. 

With adequate facilities, the public feels more 

comfortable receiving services, thereby increasing their 

satisfaction. On the other hand, poor facilities, such as 

cramped waiting rooms, disorganized queues, or lack 

of clear information, can lead to public dissatisfaction. 

Therefore, investing in improving service facilities is 

an important strategy in enhancing public satisfaction 

with public services. 

3. The Effect of Employee Performance on Pub-

lic Satisfaction (H3) 

The analysis also shows that employee perfor-

mance has a positive and significant effect on public 

satisfaction, with a path coefficient of 0.410, a T-Sta-

tistic value of 6.453, and a P-Value of 0.000. This indi-

cates that the better the performance of employees in 

providing services, the higher the level of public satis-

faction. 

This finding supports the theory proposed by Robbins 

and Judge (2017), which states that employee perfor-

mance is influenced by factors such as motivation, 

competence, perception of job roles, and a supportive 

work environment. In the context of public services, 

optimal employee performance reflects the effective-

ness of the organization in providing fast, accurate, and 

responsive services according to public needs. Employ-

ees with high competence, professionalism, and a pos-

itive service attitude will provide a more positive expe-

rience for the public, thus increasing their satisfaction. 

Factors that can enhance employee performance in 

public service include: 

o Training and development of employee com-

petencies to provide better service. 

o Providing motivation and incentives for em-

ployees with good performance. 

o Improving performance evaluation systems to 

ensure employees work professionally. 

o Implementing a work culture focused on pub-

lic service. 

On the contrary, employees who are less compe-

tent, unresponsive, or unprofessional will provide neg-

ative experiences for the public, ultimately decreasing 

their satisfaction. Therefore, improving employee per-

formance through various human resource develop-

ment programs is a key factor in increasing public sat-

isfaction. 

CONCLUSION AND SUGGESTIONS 

A. Conclusion 

Based on the results of the study, it can be con-

cluded that public satisfaction with public services in 

Jatisrono District is significantly influenced by service 

quality, service facilities, and employee performance. 

These three variables have a positive relationship with 

public satisfaction, meaning that the better the service 

quality, service facilities, and employee performance, 

the higher the level of public satisfaction with the ser-

vices provided. 

1. Service Quality as the Dominant Factor 

The research findings show that service quality 

has the greatest influence on public satisfaction (path 

coefficient 0.520, T-Statistic 8.765, P-Value 0.000). 

This proves that service quality is the main aspect de-

termining the level of public satisfaction. The public 

places more value on the reliability of the service, time-

liness, the ability of employees to provide solutions, as 

well as friendliness and professionalism in service. 

Therefore, improving service quality should be the pri-

mary focus in efforts to increase public satisfaction. 

2. Service Facilities Play a Role in Enhancing 

Public Comfort 

Service facilities also have a significant effect on 

public satisfaction (path coefficient 0.310, T-Statistic 

4.920, P-Value 0.000). Adequate facilities, such as 

comfortable waiting areas, good accessibility, orderly 

queue systems, and the use of technology in services, 

greatly support the effectiveness of service delivery and 

provide a better experience for the public. 

3. Employee Performance as a Determining Fac-

tor for Public Service Success 

Employee performance also has a significant ef-

fect on public satisfaction (path coefficient 0.410, T-

Statistic 6.453, P-Value 0.000). This indicates that the 

competence, professionalism, and attitude of employ-

ees in providing services greatly affect the public's per-

ception of the quality of the services received. Employ-

ees who work effectively, are friendly, and responsive 

will increase public satisfaction, while employees who 

are unresponsive or unprofessional can reduce public 

satisfaction. 

4. The Importance of Synergy in Enhancing Pub-

lic Satisfaction 
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From the findings of this study, it can be con-

cluded that improving public satisfaction does not rely 

on just one factor, but is the result of synergy between 

service quality, service facilities, and employee perfor-

mance. Therefore, improvements in all of these aspects 

need to be made together so that public services can run 

more optimally and meet the public's expectations. 

B. Suggestions 

Based on the research results and conclusions ob-

tained, several suggestions can be made to improve 

public satisfaction with public services in Jatisrono 

District. To improve public service satisfaction in Jatis-

rono District, several measures should be taken. First, 

service quality can be enhanced by establishing clearer 

service standards, providing regular training for em-

ployees, and conducting periodic satisfaction surveys. 

Additionally, service facilities should be upgraded by 

ensuring comfortable waiting areas, better accessibility 

for people with disabilities, and increased use of tech-

nology, such as online registration and digital queues. 

Employee performance can be improved through a re-

ward and punishment system, promoting work disci-

pline, and fostering a culture of excellent public ser-

vice. Involving the public in evaluating employees is 

also essential. To address existing challenges, the gov-

ernment should recruit additional personnel, enhance 

technological utilization, and provide more training to 

employees. Public understanding of service procedures 

should be improved through better communication. Fi-

nally, further research should expand the scope to in-

clude more districts, employ qualitative research meth-

ods for deeper insights, and incorporate additional fac-

tors like organizational culture and leadership into 

future studies. These steps will contribute to the devel-

opment of more professional, transparent, and respon-

sive public services in the region. 

 

C. Research Limitations 

The limitations of this research include several 

factors that may affect the generalizability and depth of 

the findings. First, the study is limited by the geo-

graphic scope, as it only focuses on the public service 

satisfaction in Jatisrono District, which may not reflect 

the experiences of other regions. The sample size, while 

sufficient, may not fully capture the diversity of the 

population, potentially leading to biases in the results. 

Additionally, the research relies on self-reported data 

from surveys, which may be subject to social desirabil-

ity bias or inaccurate responses. The study also lacks 

qualitative data from interviews, which could provide 

deeper insights into the respondents' experiences and 

perspectives. Lastly, the research does not account for 

external factors, such as political or economic influ-

ences, that may impact public service satisfaction. Fu-

ture studies should address these limitations by expand-

ing the sample size, including more diverse regions, in-

corporating qualitative methods, and considering exter-

nal variables that could affect the results. 
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