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ABSTRAK 

Nama     : Pelangi Cahya Adini 

Program Studi  : Administrasi Publik 

Judul : Pengaruh Kualitas Pelayanan Terhadap Kepuasan Masyarakat 

Pada Kantor Kelurahan Jagakarsa (Studi Pembuatan KTP-el) 

Kata Kunci 

 

 
 

Pengaruh, 

Kualitas 

Pelayanan 

Terhadap 

Kepuasan 

Masyarakat Pada 

Kantor 

Kelurahan 

Jagakarsa (Studi 

Pembuatan KTP-

el) 

Skripsi. Program Strata Satu Program Studi Administrasi Publik. 

Fakultas Ilmu Sosial dan Ilmu Politik Universitas Nasional. 2022. 

Jakarta. Penelitian ini menggunakan metode survei yang 

mengumpulkan data secara langsung berupa penyebaran 

kuisioner, dengan sampel 50 responden, dan sampel untuk 

penelitian ini adalah masyarakat yang baru saja akan membuat 

KTP-el di Kantor Kelurahan Jagakarsa Jakarta Selatan.  

Penelitian ini menggunakan metode penelitian kuantitatif 

deskriptif. Teknik pengambilan sampel yang digunakan yaitu non 

probability, kuota sampling berjumlah sebanyak 50 resonden yang 

berdomisili di Kelurahan Jagkarsa, Jakarta Selatan. Teknik 

analisis data menggunakan regresi linier berganda dan 

menggunakan program SPSS 25. 

Berdasarkan analisis data yang dilakukan diperoleh kesimpulan 

bahwa secara parsial terhadap pengaruh positif dan signifikan 

antara kualitas pelayanan terhadap kepuasan masyarakat yang 

dapat dibuktikan dengan nilai thitung 6,415 dan ttabel sebesar 

1,677. Berdasarkan data tersebut, nilai thitung > ttabel, maka 

dapat dikatakan Ho ditolak dan Ha diterima. Selain itu, hasil 

penelitian ini juga menunjukkan bahwa adanya pengaruh kualitas 

pelayanan terhadap kepuasan masyarakat sebesar 47,2%  

Pembimbing Prof. Dr. Lijan Poltak Sinambela, M.Pd., M.M 
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ABSTRACT 

Name     : Pelangi Cahya Adini 

Study Program : Public Administration 

Tittle : The Influence Of Servive Quality On Community Satisfaction 

At The Jagakarsa Sub-District Office, South Jakarta (Study Of 

making KTP-el)  

Key Words 

 

 
 

The Influence, 

Quality of 

Service on 

Community 

Satisfaction at 

the Jagakarsa 

Village Office 

(Study of Making 

e-KTP) 

Thesis. Undergraduate Program of Public Administration Study 

Program. Faculty of Social and Political Sciences, National 

University. 2022. Jakarta. This study uses a survey method that 

collects data directly in the form of a questionnaire, with a sample 

of 50 respondents, and the sample for this research is people who 

are just about to make an e-KTP at the Jagakarsa Village Office, 

South Jakarta. Based on the results of data processing, the 

multiple linear regression model of this study is this study uses 

descriptive quantitative research methods. The sampling 

technique used is non-probability, the sampling quota obtained is 

50 respondents who live in Jagkarsa Village, South Jakarta. The 

data analysis technique used multiple linear regression and used 

the SPSS 25 program. 

Based on data analysis, it can be concluded that partially positive 

and significant influence between service quality and community 

satisfaction can be proven by the tcount value of 6.415 and ttable 

of 1.677. Based on these data, the value of tcount > ttable, it can 

be said that Ho is rejected and Ha is accepted. In addition, the 

results of this study also show that the influence of service quality 

on community satisfaction is 47.2%. 

Lecturer Prof. Dr. Lijan Poltak Sinambela, M.Pd., M.M 

 



 
 
 
 

 

x 
 

KATA PENGANTAR 

Puji syukur penulis panjatkan kehadirat Allah SWT yang telah memberikan rahmat, 

hidayah serta kekuatan sehingga penulis dapat menyelesaikan skripsi ini dengan judul 

“Pengaruh Kualitas Pelayanan Terhadap Kepuasan Masyarakat Pada Kantor 

Kelurahan Jagakarsa (Studi Pembuatan KTP-el)”. Terselesaikan nya skripsi ini 

tidak terlepas dari bantuan berbagai pihak yang telah mendorong dan membimbing 

penulis, baik tenaga, ide-ide, maupun pemikiran. Oleh karena itu dalam kesempatan 

ini penulis ingin mengucapkan terimakasih yang sebesar-besarnya kepada : 

1. Bapak Dr. Drs. El Amry Bermawi Putera, M.A, selaku Rektor Universitas 

Nasional Jakarta. 

2. Ibu Dr. Erna Ermawati Chotim, S.Sos, M.Si Selaku Dekan Fakultas Ilmu 

Sosial dan Ilmu Politik Universitas Nasional Jakarta 

3. Bapak Dr. Bhakti Nur Avianto, S.I.P., M.Si. selaku Wakil Dekan Bidang 

Administrasi Umum dan Akademik 

4. Bapak Dr. Aos Yuli Firdaus, S.I.P., M.Si. Selaku Wakil Dekan Bidang 

Kemahasiswaan dan Administrasi Umum Fakultas Ilmu Sosial dan Ilmu 

Politik Universitas Nasional Jakarta 

5. Ibu Dr. Mary Ismowati, M.Si. selaku ketua Program Studi Administrasi 

Publik Fakultas Ilmu Sosial dan ilmu olitik Universitas Nasional 

6. Bapak Angga Sulaiman, S.I.P., M.Si. selaku Sekretaris Program Studi 

Administrasi Publik 

7. Bapak Prof. Dr. Lijan Poltak Sinambela, M.Pd., M.M selaku dosen 

pembimbing saya yang telah meluangkan waktu serta memberikan saran dan 

masukan yang berguna dalam penyusunan skripsi ini 

8. Yth. Seluruh Bapak/Ibu Dosen Fakultas Ilmu Sosial dan Ilmu Politik 

Universitas Nasional yang telah banyak memberikan pengetahuan kepada 

penulis 



 
 
 
 

 

xi 
 

9. Kepada seluruh staff Administrasi Fakultas Ilmu Sosial dan Ilmu Politik 

Universitas Nasional 

10.  Saya mengucapkan terimakasih kepada Papah saya tercinta Hadi Sucipto 

yang telah mencurahkan kasih sayang serta memberikan dukungan moril 

maupun materil 

11.  Saya mengucapkan terimakasih kepada Bunda saya tercinta Harmini, M.Pd 

atas seluruh dukungan dan supportnya begitu besar yang tidak bisa saya 

jelaskan satu persatu namun sangat berpengaruh untuk kelancaran kuliah saya 

hingga saya dapat menyelesaikan perkuliahan tepat waktu 

12.  Dibalik selesainya skripsi ini Saya juga mengucapkan terimakasih kepada 

Runan Wasiyo Jati seseorang yang selalu ada mendukung dan banyak 

membantu dalam proses penyusunan skripsi sehingga saya dapat 

menyelesaikan skripsi tepat waktu 

13.  Saya mengucapkan terimakasih kepada diri saya sendiri yang sudah berusaha 

untuk dapat menyelesaikan perkuliahan ini hingga lulus 

Serta seluruh pihak-pihak yang tidak dapat saya sebutkan satu-persatu, 

saya ingin mengucapkan terimakasih sebanyak-banyaknya. Saya berharap 

Allah SWT akan membalas kebaikan kalian semua. Semoga Penelitian ini 

dapat memberikan manfaat kepada semua pihak yang membutuhkan 

 

Jakarta, 4 Agustus 2022   

                                                                                                          

                          Pelangi Cahya Adini 

                                                                                              NPM. 183112351550128 

 

 

 

 

 



 
 
 
 

 

xii 
 

DAFTAR ISI 

      

 
HALAMAN JUDUL .................................................................................................... i 

PENGESAHAN SKRIPSI .......................................................................................... ii 

HALAMAN PENGESAHAN .................................................................................... iii 

PERSETUJUAN PERBAIKAN SKRIPSI ............................................................... iv 

LEMBAR PERSETUJUAN JUDUL YANG TELAH DIREVISI .......................... v 

HALAMAN PERNYATAAN ORISINALITAS ..................................................... vi 

BIODATA ALUMNI MAHASISWA ...................................................................... vii 

ABSTRAK ................................................................................................................ viii 

ABSTRACT ................................................................................................................. ix 

KATA PENGANTAR ................................................................................................. x 

DAFTAR ISI .............................................................................................................. xii 

DAFTAR TABEL ..................................................................................................... xv 

DAFTAR GAMBAR ............................................................................................... xvii 

DAFTAR LAMPIRAN .......................................................................................... xviii 

BAB I PENDAHULUAN  ........................................................................................... 1 

1.1  Latar Belakang ....................................................................................................... 1 

1.2 Rumusan Masalah ................................................................................................... 6 

1.3 Tujuan Penelitian .................................................................................................... 6 

1.4 Manfaat Penelitian .................................................................................................. 7 

       1.4.1 Manfaat Teoritis ............................................................................................ 7 

       1.4.2 Manfaat Praktis ............................................................................................. 7 

1.5 Sistematika Penulisan ............................................................................................. 8 

BAB II KAJIAN PUSTAKA .................................................................................... 10 

2.1 Penelitian Terdahulu Yang Relevan...................................................................... 10 

2.2 Kerangka Konsep .................................................................................................. 13 



 
 
 
 

 

xiii 
 

         2.2.1 Kualitas Pelayanan .................................................................................... 13 

         2.2.2 Kepuasan Masyarakat ............................................................................... 16 

2.3 Kerangka Pemikiran .............................................................................................. 20 

2.4 Hipotesis Penelitian ............................................................................................... 20 

BAB III METODOLOGI PENELITIAN ............................................................... 22 

3.1 Jenis Metode Penelitian ......................................................................................... 22 

3.2 Populasi dan Sampel ............................................................................................. 22 

3.3 Definisi Operasional .............................................................................................. 24 

3.4 Teknik Pengumpulan Data .................................................................................... 25 

          3.4.1 Sumber Data ............................................................................................. 25 

          3.4.2 Pengumpulan Data ................................................................................... 25 

3.5 Teknik Pengolahan dan Analisis Data .................................................................. 27 

          3.5.1 Analisis Deskriptif ................................................................................... 27 

          3.5.2 Uji Kualitas Instrumen ............................................................................. 28 

          3.5.3 Analisis Regresi Linear Berganda ............................................................ 29 

          3.5.4 Uji Hipotesis ............................................................................................ 35 

3.6 Waktu dan Tempat Penelitian ............................................................................... 37 

BAB IV HASIL DAN PEMBAHASAN .................................................................. 38 

4.1 Gambaran Umum Objek Penelitian ...................................................................... 38 

4.2 Hasil Pengolahan Data dan Pembahasan Data ...................................................... 42 

           4.2.1 Identitas Responden ................................................................................ 42 

           4.2.2 Analisis Statistik Deskriptif .................................................................... 44 

           4.2.3 Analisis Per Variabel............................................................................... 45 

           4.2.4 Uji Kualitas Instrumen ............................................................................ 72 

           4.2.5 Analisis Linier Berganda ........................................................................ 74 

           4.2.6 Uji Asumsi Klasik ................................................................................... 75 

           4.2.7 Analisis Koefisien Korelasi..................................................................... 81 

           4.2.8 Analisis Koefisien Determinasi (R
2
) ....................................................... 82 

           4.2.9 Uji Hipotesis ........................................................................................... 83 



 
 
 
 

 

xiv 
 

BAB V PENUTUP ..................................................................................................... 89 

5.1 Kesimpulan................... ........................................................................................ 89 

5.2 Saran...................  ................................................................................................. 90 

DAFTAR PUSTAKA ................................................................................................ 92 

LAMPIRAN ............................................................................................................... 94 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 
 
 

 

xv 
 

DAFTAR TABEL 

 

Nomor Judul Halaman 

 

Tabel 1 Gambaran Penelitian Terdahulu..................................................................... 10 

Tabel 2 Kerangka Pemikiran  ...................................................................................... 20 

Tabel 3 Skala Linkert .................................................................................................. 26 

Tabel 4 Intrepretasi Koefisien korelasi ....................................................................... 34 

Tabel 5 Profil Responden Menurut Jenis Kelamin ..................................................... 43 

Tabel 6 Profil Responden Menurut Usia ..................................................................... 43 

Tabel 7 Descriptive Statistics ...................................................................................... 45 

Tabel 8 X.1 .................................................................................................................. 45 

Tabel 9 X.2 .................................................................................................................. 46 

Tabel 10 X.3 ................................................................................................................ 47 

Tabel 11 X.4 ................................................................................................................ 48 

Tabel 12 X.5 ................................................................................................................ 49 

Tabel 13 X.6 ................................................................................................................ 50 

Tabel 14 X.7 ................................................................................................................ 50 

Tabel 15 X.8 ................................................................................................................ 51 

Tabel 16 X.9 ................................................................................................................ 52 

Tabel 17 X.10 .............................................................................................................. 53 

Tabel 18 X.11 .............................................................................................................. 53 

Tabel 19 X.12 .............................................................................................................. 54 

Tabel 20 X.13 .............................................................................................................. 55 

Tabel 21 X.14 .............................................................................................................. 55 

Tabel 22 X.15 .............................................................................................................. 56 

Tabel 23 X.16 .............................................................................................................. 57 

Tabel 24 X.17 .............................................................................................................. 58 

Tabel 25 X.18 .............................................................................................................. 58 



 
 
 
 

 

xvi 
 

Tabel 26 Indikator Kualitas Pelayanan (X) ................................................................. 59 

Tabel 27 Y.1 ................................................................................................................ 62 

Tabel 28 Y.2 ................................................................................................................ 63 

Tabel 29 Y.3 ................................................................................................................ 64 

Tabel 30 Y.4 ................................................................................................................ 65 

Tabel 31 Y.5 ................................................................................................................ 66 

Tabel 32 Y.6 ................................................................................................................ 66 

Tabel 33 Y.7 ................................................................................................................ 67 

Tabel 34 Y.8 ................................................................................................................ 68 

Tabel 35 Y.9 ................................................................................................................ 69 

Tabel 36 Indikator Kepuasan Masyarakat (Y) ............................................................ 70 

Tabel 37 Hasil Uji Validitas Kualitas Pelayanan (X) ................................................. 72 

Tabel 38 Hasil Uji Validitas Kepuasan Masyarakat (Y) ............................................. 73 

Tabel 39 Uji Reliabilitas ............................................................................................. 74 

Tabel 40 Analisis Linier Berganda ............................................................................. 75 

Tabel 41 One-Sample Kolmogorov-Smirnov Test ..................................................... 76 

Tabel 42 Uji Multikolinearitas .................................................................................... 78 

Tabel 43 Hasil Uji Autokorelasi ................................................................................. 80 

Tabel 44 Analisis Koefisien Korelasi ......................................................................... 81 

Tabel 45 Analisis Koefisien Determinasi (R
2
) ............................................................ 83 

Tabel 46 Uji t .............................................................................................................. 84 

Tabel 47 Uji f .............................................................................................................. 85 

 

 

 

 



 
 
 
 

 

xvii 
 

DAFTAR GAMBAR 

 

Nomor Judul Halaman 

 

Gambar 1 Grafik Normal P-P Plot Of Refression Standardized Residual .................. 77 

Gambar 2 Scatterplot Dependent Variable: Kepuasan Masyarakat ............................ 79 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 
 
 

 

xviii 
 

DAFTAR LAMPIRAN 

 

Nomor Judul Halaman 

 

1. KUESIONER PENELITIAN .................................................................................. 95 

2. PETUNJUK PENGISIAN KUESIONER ............................................................... 96 

3. Rekapitulasi Jawaban Kuesioner Variabel X Kualitas Pelayanan ........................ 101 

4. Rekapitulasi Jawaban Kuesioner Variabel Y Kepuasan Masyarakat ................... 104 

5. Uji Validitas X Kualitas Pelayanan....................................................................... 106 

6. Uji Validitas Y Kepuasan Masyarakat .................................................................. 110 

7. Uji Reliabilitas ...................................................................................................... 111 

8. Uji Asumsi Klasik ................................................................................................. 113 

9. Uji Multikolinieritas .............................................................................................. 114 

10. Uji Heterokedastisitas ......................................................................................... 115 

11. Uji Autokorelasi .................................................................................................. 115 

12. Koefisien Korelasi ............................................................................................... 116 

13. Koefisien Korelasi ............................................................................................... 116 

14. Uji t ..................................................................................................................... 117 

15. Uji F .................................................................................................................... 117 

16. Tabel Uji t ........................................................................................................... 118 

17. Tabel Uji f ........................................................................................................... 119 

18. Tabel Uji r ........................................................................................................... 120 

19. Daftar Riwayat Hidup ......................................................................................... 122 

 

  


