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https://doi.org/10.24198/jmk.v7i2.40431 Building_public satisfaction with
marketing_ communication strategy and service quality Christina Esti
Susantil, Veronika Agustini Srimulyani2,Yustinus Budi Hermanto3,
Laurensius Anang Setiyo Waloyo4 1,2,4Widya Mandala Surabaya Catholic
University, Surabaya, Indonesia 3Darma Cendika Catholic University,
Surabaya, Indonesia ABSTRACT Marketing_starts from communicating
information related to products and services to the right consumers.
Marketing_communication is a combination of two studies, namely
communication,_and marketing. Excellent service quality (ESQ)_is an
important relationship marketing_activity influencing customer satisfaction.
In the public sector, there are increasing_public demands on the quality of
services provided, especially in urban areas that are very easily accessible
with the development of information technology and the increasing_level of
public education. This study aims to provide insight into the importance of
marketing communication strategies and ESQ in the public sector to public
satisfaction by taking the object of research of the Department of
Communication and Information Technology (IT) of Madiun City. The study
used a quantitative approach and questionnaires as a data collection tool.
The research sample of 304 people represented three sub-districts
included in the Madiun City area. The data analysis techniques used are
simple linear regression & multiple linear regression analysis. The test
results of this study show that the dimensions of ESQ _consisting of
tangible,_reliability, responsiveness, assurance, & empathy, both
simultaneously and partially have a positive and significant impact on the
satisfaction of the community who use the services of the Department of
Communication & IT in Madiun City. The results of this study show the
importance of marketing communication strategies and assessment of
excellent service quality as an effort by the public sector to increase public
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satisfaction. Marketing_communication strategies can also support
government efforts in building regional branding. Keywords: Excellent
service quality;_community satisfaction; guarantees; marketing;
communication Membangun kepuasan publik dengan strategi komunikasi
pemasaran ABSTRAK dan kualitas pelayanan Pemasaran dimulai dari
aktivitas mengkomunikasikan informasi terkait produk serta layanan
kepada konsumen yang tepat. Komunikasi pemasaran merupakan
perpaduan dari dua kajian, yaitu komunikasi dan pemasaran. Excellent
service quality (ESQ) merupakan merupakan aktivitas relationship
marketing yang penting dalam memengaruhi kepuasan pelanggan. Pada
sektor public, terdapat peningkatan tuntutan masyarakat pada kualitas
pelayanan yang disediakan, terutama di perkotaan yang sangat mudah
terjangkau dengan adanya perkembangan teknologi informasi, dan
meningkatnya tingkat pendidikan masyarakat. Tujuan dari kajian ini adalah
memberikan wawasan pentingnya strategi komunikasi pemasaran dan ESQ
pada sektor public terhadap kepuasan masyarakat dengan mengambil
obyek penelitiannya masyarakat pengguna jasa Dinas Komunikasi dan
Teknologi Informatika (TI) Kota Madiun. Penelitian menggunakan
pendekatan kuantitatif dan menggunakan kuesioner sebagai alat
pengumpulan data. Sampel penelitian sebanyak 304 orang mewakili 3
kecamatan yang masuk dalam wilayah Kota Madiun. Teknik analisis data
menggunakan analisis regresi linier sederhana dan regresi linier berganda.
Temuan penelitian ini membuktikan bahwa dimensi ESQ yang terdiri dari
bukti fisik, reliabilitas, responsif, jaminan, dan empati, baik secara
simultan maupun secara parsial memiliki pengaruh positif signifikan
terhadap kepuasan masyarakat pengguna jasa Dinas Komunikasi dan TI
Kota Madiun. Hasil penelitian ini menunjukkan pentingnya strategi
komunikasi pemasaran dan penilaian kualitas pelayanan prima sebagai
upaya sektor public meningkatkan kepuasan masyarakat. Strategi
komunikasi pemasaran juga dapat mendukung upaya pemerintah dalam
membangun branding wilayah. Kata-kata kunci: Kualitas pelayanan prima;
kepuasan masyarakat; jaminan; pemasaran; komunikasi Correspondence:
Dr. Christina Esti Susanti, MM., CPM (AP), Business Faculty, Widya Mandala
Surabaya Catholic University: Dinoyo 48A, Surabaya City, 63131. Email:
susantiesti@yahoo.com Submitted: July 2022, Revised: April 2023,
Accepted: April 2023, Published: April 2023 ISSN: 2548-3242 (printed),
ISSN: 2549-0079 (online). Website: http://jurnal.unpad.ac.id/manajemen-
komunikasi Register with CC BY NC SA license. Copyright © 2022, the
author(s) INTRODUCTION Every organization needs to make
improvements as a form of organizational change from the present to the
future with various goals and government organizations (Gusmarani &
Rajiyem, 2022). Today, the demands for quality in implementing services
to every organization, including government agencies, are significantly
increased. The quality of service is an important part of public service,
where the term quality of public service cannot be separated from the
user’s perception of the quality of service (Abror & Hidayah, 2021).
Government or private agencies must provide excellent services to support
the effectiveness of performance and the acquisition of desired benefits.
Governments, through agencies, departments, and ministries, are tasked
with providing information and services to each user of their respective
services. As a result, users of those services assess their performance
(Hidayati, 2014). Public demands on the quality of public services are
increasing, especially in urban areas that are very easily affordable with
the development of technology, information, and increasing levels of
public education. The positive impact of information technology on public
services is to foster public confidence in public services from the
government. It also means that the quality of public services depends on
the attitude and treatment of human resources in government agencies in
fulfilling duties and responsibilities to the community and providing
community satisfaction to realize the continuous improvement of
community welfare. It means that the quality of public services is a
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dynamic condition in which there is a close relationship with people,
services, products, processes, and the environment in which quality
assessment is determined when public services are provided. The results
of an empirical study on public organizations conducted by Sugiono &
Puspitasari (2021) concluded that there is an urgency for public sector
organizations to build and communicate organizational identity so that a
positive reputation is built on stakeholders and builds bonds between
them. Therefore, marketing and communication are very important
standard requirements for effective service delivery to the government
(Head, 2007). Marketing communication is a volatile, changing, and
dynamic activity of every organization. Every organization, including public
sector organizations, needs a marketing communication strategy to
improve, advance, and promote the products or services provided. In
modern marketing, promotion is the most common strategy organizations
use to lure customers. Communication is a fundamental component of
society, the basis of social relationships among people (Pasquier &
Villeneuve, 2017); communication is needed to overcome social problems
surrounding life between individuals, groups, and institutions (Gemiharto &
Juningsih, 2021). Marketing communication is a strategic process to select,
develop, implement, evaluate, and coordinate with all organization
stakeholders for a certain period (Kushwaha et al., 2020. Marketing
communication theory states that an organization’s external, internal, and
interactive marketing activities shape the perception of the organization’s
customers, employees, and brand (Zephaniah et al., 2020)research has
barely kept pace with these changes especially as it has to do with
marketing_communication strategies. Thus, this paper examined how
customers’ perceptions of banks marketing_ communication tools influence
customer loyalty. 313 valid responses were obtained from Nigerian bank
customers through a survey questionnaire. The partial least squares
structural equation modelling (PLS-SEM. The theory also describes service
brands as playing an integrated role in aligning brand perceptions and
attitudes of customers, employees, and organizations. Public relations (PR)
and brand communication are integral aspects of marketing
communications that strategically disseminate information about the
institution’s nature, values, and offerings (Adeola et al., 2022). The role of
marketing is very important and strategic in marketing, including in the
public sector. The main goal of public sector marketing is to create,
communicate, deliver, and provide a value offer for consumers. Public
sector marketing is needed based on public services often faced by people
who need satisfaction services. However, the public is often dissatisfied
with the services provided in the public sector. Public organizations have
more opportunities to introduce elements of differentiation into the
services provided while adhering to basic or minimal services as legally
established, for example, in the form of providing complementary or free
services or differentiating prices or access to services (Pasquier &
Villeneuve, 2017). Therefore, in developing public sector marketing, it is
necessary to know and pay attention to several things, such as consumer
wants and needs, service costs, convenience, communication, and service
time. Service branding communication is an important factor in building
the branding of a region. In practice, implementing service branding in the
local area is not easy. City branding is part of the city’s marketing strategy,
so it requires a complex strategy to benefit the local area truly and
requires an integrated, sustainable and dynamic process because it
involves city stakeholders (Rahmanto, 2015). Marketing to the pubilic.
communication plays an important and vital Madiun City’s government also
strives role in the organization’s marketing efforts. to provide services with
facilities that follow The components of marketing communications
technological developments, especially in include advertising through the
media, establishing Madiun City as a Smart City. The promotions, loyalty
programs, sponsorship, PR, concept of a dynamic smart city focuses on
direct marketing, and expository organization innovation, solutions, and
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optimal utilization of products or services (Shrivastava & Dawle, of human
and technological resources. The 2020). Government leaders and public
sector Department of Communication and Information leaders under them
are very interested in all Technology (IT) in Madiun City has the task
dimensions of communication and marketing of facilitating the application
of information because marketing techniques are powerful technology in
implementing government in influencing the communities served (Head,
(e-Government) in Madiun City. The two main 2007). There is a need in
the service sector to roles of the Department of Communication and create
relationships with the public becomes IT in Madiun City in realizing this is:
First, more important because service providers do building
Communication and IT infrastructure not offer material products, but
rather every for all Regional Devices in the Government professionalism of
services is carried out environment, and Second, building an ecosystem
(Dhanesh & Duthler, 2019). of information technology and its governance.
One of the government'’s strategies for The Department of Communication
and IT in realizing governance is using information and Madiun City is a
leading sector that handles communication technology, or e-Government
information technology management in the (Mahdanisa & Nurlim, 2018).
One of the efforts Madiun City Government. It is responsible that the
government can make in meeting the for integrating e-Planning, e-
Budgeting, and demands of the community is to optimize the use E-
Contract applications. of communication and information technology
Pasquier & Villeneuve (2017) state that so that the advancement of
information public marketing involves marketing services technology can
provide the greatest benefit for provided by public organizations. The first
step the benefit of the community. Governments can to marketing success
is to understand the will use integrated marketing communications by and
desires of the community so that public using the Internet to promote
services provided service agencies must be able to understand what is
needed and desired by a community in the bureaucracy that can create a
service system and also products or services that can really be useful for
the community served. Furthermore, efforts to make changes and
breakthroughs in the bureaucracy by providing free services for the
community so they no longer need to pay. That way, public satisfaction
with public sector services can be guaranteed. Then, in the public sector,
convenience is also an important key in marketing. The ability to provide a
sense of comfort to the wider community who need the help of agencies
from the public sector is an important capital in marketing success.
Meanwhile, communication is no less important because it is part of the
skills that must be mastered in marketing, mainly to provide services at
the front desk directly face- to-face with people in need. Services in the
public sector should not take too long. Service that is too long does not
show any breakthroughs and innovations in public services in the public
sector. It can lead to public sector marketing that does not work as
expected. Marketing in the public sector must show time effectiveness in
service and produce certain products, such as identity cards. Therefore, a
study of customer satisfaction on service quality is needed to review the
performance of administrative services. Referring to the report on the
results of the 2019 public satisfaction survey (Kominfo, 2020) obtained
information about the value of the community satisfaction index is 83.25
with a rating of good performance, indicating the increase in services of
the Department of Communication and IT in Madiun City compared to the
results of the 2018 survey, which is 82.80 with category good. Table 1
shows that the highest value is the cost/tariff element, with a value of
96.56. The quality of public services provided by local governments in both
cities and districts in Indonesia can increase community satisfaction and
public confidence in local governments, such as basic needs services,
education, and health. It shows that every respondent who gets public
services at the Department of Communication and IT in Madiun City is
free of charge. The element with the lowest value Table 1. Public
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Satisfaction Index of The Department of Communication and IT in Madiun
City (2019) Code Items Mean Index A Terms of service B Systems,
mechanisms, and procedures C The time of the service D Fees/rates E
Products/service results F Employee competence G Employee behavior H
Complaint handling I Facilities and infrastructure Total Items 3.26 3.33
3.29 3.86 3.24 3.26 3.26 3.26 3.22 9 81.41 83.13 82.19 96.56 80.94
81.46 81.51 81.56 80.47 Total 3.33 83.25 is service completion time,
which is 80.47. and IT Services in Madiun City. The results of The value
belongs to the good category, but this study are expected to be an
overview of it needs to be a concern of the Department the level of public
satisfaction with aspects of Communication and IT in Madiun City to of
excellent service quality, which includes continue to be improved. Nine (9)
indicators aspects: of tangibles; reliability; responsiveness; (elements) of
public services (table 1) contained assurance; empathy; and indicators of
public in Permenpan and RB No.14, 2017, become a satisfaction adopted
from indicators that have benchmark for service quality as an evaluation
been used by the Department of Communication material for the
Department of Communication and IT in Madiun City in conducting public
and IT in Madiun City to improve the quality satisfaction index surveys,
including terms of of public services sustainably so that the service;
systems, mechanisms, and procedures; satisfaction of the people of
Madiun City the time of the service; fees/rates; products/ increases.
service results; employee competence; Some previous empirical studies
(Bashir employee behavior; complaint handling; & Machali, 2012; Gilaninia
et al., 2013; facilities and infrastructure. Hidayati, 2014; Desiyanti et al.,
2018; Kelil, Quality of service is a demand for 2018; Getahun, 2019;
Ofosu-Boateng & accountability in an institution. The quality of Acquaye,
2020) show that the quality of customer service has become one of the
most service positively affects customer satisfaction. discussed and urgent
issues discussed and Another study (Yusuf, 2017) shows that public
pursued in public organizations and companies. satisfaction mediates the
effect of public Customer or client service includes providing service quality
on public trust in Samsat Office services before, during, and after
purchasing Kendari City. Therefore, to further increase a product or
service. Service quality becomes the Satisfaction of Madiun City’s people
with important when the organization gets pressure the quality of service
of front liner employees related to service quality demands and customer
and Community Information Groups (CIG) as complaints. The quality of
service component reliable information and communication agents
becomes necessary for survival among the to the public in Madiun City.
increasing levels of competition that are getting This study aims to analyze
the impact tighter (Abd Rashid, 2008). of excellent service quality on
community Excellent service is the service that satisfaction in the
Department of Communication best suits expectations and customer
needs. Excellent service can also be said to be a service that meets the
quality standards set by the organization. Services that meet these quality
standards can impact customer satisfaction or public satisfaction. Excellent
service can be said to be more service than expected by uploaders,
considering time, accuracy, security, comfort, quality, cost, process, and
customer satisfaction (Frimayasa, 2017). Excellent service quality is the
expected level of perfection and control over the level of service perfection
to meet customer desires. Today excellent service quality has been widely
realized by managers of various organizations because it can increase
customer satisfaction, and satisfied customers are the key to the long-term
relationship of organizational success (Zeithaml et al., 1996). It has been
proven in various empirical studies, such as (Bashir & Machali, 2012);
(Desiyanti et al., 2018)Customer Delight and Loyalty of Customers of LPD
Desa Adat Sembung and LPD Desa Adat Seseh. The population in this
research is all customer of LPD Sembung and Seseh Adat Customers who
become customer from LPD stand up until 2015 with total population
amounted to 2301 customers. Sampling used Slovin formula, which
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amounted to 95 customers. The analysis technique used in this research is
structural equation modeling (SEM; (Kelil, 2018);(Getahun, 2019);(Ofosu-
Boateng & Acquaye, 2020); that the better the quality of service, it can
significantly increase customer satisfaction. Public services define public
services as a series of activities to meet the need for services that refer to
the laws and regulations for every Indonesian citizen and resident of
goods,_services, or other administrative services provided by public service
providers (Law 25/2009, 2009). The local government carries out two
main functions: the regulatory and service. These two functions are related
to the life of the people of the nation and state and all other aspects of life,
where the implementation is given to the civil apparatus of the state that is
functionally responsible. The quality of service becomes an important part
of public services; the term “quality of public service” indeed cannot be
separated from the perception of service quality. The quality of public
services depends on the attitude and treatment of government agencies in
fulfilling their responsibilities and authority to the community and
satisfying the public so that public welfare is continuously improved. When
buying a product or service, the customer has expectations that go beyond
purchasing and seeking, from acquisition to achieving satisfaction
(Mohamed et al., 2022). Customer satisfaction can be defined in various
situations related to goods and services. Customer satisfaction is the
feeling_or attitude towards a product or service after use. services in
accordance with the type of service; Customer satisfaction is the result of
marketing clarity of service officers, namely the existence activities that
act as a bridge of communication and certainty of officers who provide
services from different stages of consumer purchasing (name, position,
authority, and responsibilities; behavior. Customer satisfaction reflects the
the discipline of service officers, namely the degree to which a consumer
believes that using or seriousness of officers in providing_services,
possessing a specific service will evoke positive especially to the
consistency of working_time feelings. There are three general components
in accordance with applicable provisions; the of the definition of consumer
satisfaction: responsibility of the service officers, namely emotional or
cognitive responses; responses the clarity of authority and responsibility of
the related to something such as expectations, officer in the
implementation and completion products, or consumption experience; and;
of the service; the ability of service personnel, the response that occurs at
a certain time, namely the level of expertise and skills possessed i.e., after
consumption, after choice, based on by officers in providing/completing
services to accumulated experience (Giese et al., 2009). the public; speed
of service, which is the target Public satisfaction is the community’s service
time, can be completed within the timeopinion in obtaining_services from
public service specified by the service provider unit; justice providers by
comparing_their hopes and needs gets services, namely the
implementation of (Permenpan No 16, 2014). Based on the Decree
services by not distinguishing_the class/status of the Minister of State
Apparatus Utilization of the public served; courtesy and friendliness
Number Kep/25/M.PAN/2/2004 concerning of officers, namely the attitude
and behavior General Guidelines for the Preparation of the of officers in
providing services to the pubic Public Satisfaction Index of Government
Agency in a polite and friendly manner and mutual Service Units, the
benchmark for assessing the respect and respect; fairness or justice of
level of quality of public services consists of the service costs, namely the
affordability of the following indicators (Kemenpan : KEP/25/M. public to
the number of costs set by the service PAN/2/2004): procedures of
service, namely unit; certainty of service costs, namely the the ease of
service stages provided to the public, conformity between the fees paid
and the costs are seen as the simplicity of the service flow; that have
been set; certainty of service schedule, requirements of service, namely
technical and namely the implementation of service time inadministrative
requirements needed to obtain accordance with the provisions that have
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been set; environmental comfort is the condition of clean, neat, and
orderly service facilities and infrastructureto provide a sense of comfort to
service recipients;_service security guarantees the level of environmental
security of the service provider unit or the facilities used so that the public
feels calm to getting services despite the resulting risks from the
implementation of services. Customers evaluate the services provided by
service providers based on the following five factors (Parasuraman et al.,
1985): First, tangibles are defined as the physical appearance of facilities,
equipment, staff, and written materials. In service organizations,
customers often rely on tangible evidence surrounding the service to form
their evaluation. So, tangibles can take the form of equipment, physical
facilities, personnel, and means of communication and services needed to
guard against various dangers and risks of crime; reliability: the ability to
provide what was promised dependably and accurately. Second, reliability
is defined as the ability of service providers to provide committed services
truthfully and consistently. In public organizations, the reliability dimension
is defined as the ability of a public service unit to provide services
expected by the public (Blery et al., 2009); Third, responsiveness: is the
willingness to help customers promptly. In public organizations, this
dimension can be a willingness to adapt to helping citizens take
responsibility for providing a quality service. Not all residents have a
patient nature, and there are times when they are upset. For example,
there are old or bad services on the part of service personnel. Conversely,
suppose the service officer is responsive and fast in handling citizen
complaints during the service process. In that case, it will also provide
good things or good assumptions for the residents served to cause a
comfortable and good image of the service. Fourth, assurance: the
knowledge and courtesy you show to customers and your ability to convey
trust, competence, and confidence. In public organizations, this dimension
of assurance can be in the form of good knowledge and skills from the
apparatus when providing services and the friendly attitude, behavior, and
responsiveness of service providers. Fifth, empathy; The degree of caring
and individual attention you show customers. In public organizations, this
dimension can be an action to find out the needs and difficulties
experienced by customers by listening to and responding to people’s
wishes and aspirations and availability in providing the latest information
to the public. It is easy to make contacts and approaches by being honest
with each effort to attract the public’s trust. Customer expectations are
beliefs about the service’s operation that form the basis of assessing the
service's performance. The quality of service is closely related Customers
expect customer expectations for to a person’s satisfaction level. It is
evidenced the organization’s ability to provide services. empirically in
government organizations in Therefore, the first step in providing excellent
Malang that there is a significant positive service, the service provider
must know the influence on the dimensions of service customer’s
expectations. Misunderstanding quality (tangible, reliability,
responsiveness, customer needs losing customers because assurance,
empathy) on customer satisfaction, service providers can less satisfy
customer both simultaneously and partially (Hidayati, needs. In addition, it
causes service providers 2014). Understanding customer wants and to
spend money, time, and other resources due needs, providing convenience
in service, to customer dissatisfaction. Perceived service conducting
effective communication with quality is a factor in customer satisfaction
customers, paying full attention to customer (Zeithaml et al., 1996).
Customers have different complaints, and understanding customers’
expectations, and their evaluations may also needs will increase customer
satisfaction. It is change over time. So, various studies on quality
supported by previous empirical studies (Bashir and satisfaction are based
on the perception of & Machali, 2012; Gilaninia et al., 2013; Kelil,
customer service. 2018; Desiyanti et al., 2018; Getahun, 2019; Public
services are one of the tasks that Ofosu-Boateng & Acquaye, 2020)
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showing local governments cannot ignore because if that service quality
positively impacts customer there is stagnation in one component alone, it
satisfaction. It indicates that the quality of is almost certain that all sectors
will be affected. service is very important to be managed if you Therefore,
there needs to be good planning and want the satisfaction felt by the
public. even need to be formulated service standards in Based on the
description, the hypothesis the community in accordance with the
authority is formulated as follows: H1: Tangibles, given by the central
government to the regional reliability, responsiveness, assurance, and
government. Suppose the quality of public empathy simultaneously have a
significant services is low. In that case, it will worsen the impact on public
satisfaction; H2: Tangibles government’s image in the community, and vice
have a significant and positive impact on public versa, if the quality of
excellent service will satisfaction; H3: Reliability have a significant improve
the government’s image in the public’s and positive impact on public
satisfaction; H4) eyes. Responsiveness has a significant and positive
Figure 1 Research Model impact on public satisfaction; H5: Assurance has
a significant and positive impact on public satisfaction; H6: Empathy has
a significant and positive impact on public satisfaction. Figure 1 shows
that tangibles, reliability, responsiveness, assurance, and empathy, which
are dimensions of service quality, will affect public satisfaction. The public
will compare the perceived performance level with the desired expectation
level. Suppose the perceived level of performance is in accordance with or
exceeds the desired level of expectations. In that case, the public tends to
be satisfied or very satisfied with the services provided. RESEARCH
METHODS This study used a quantitative approach, using questionnaires
as a data collection tool, which was disseminated offline and online. The
population in this study is the public located in 3 sub-districts located in
the Madiun City area (Taman, Manguharjo, Kartoharjo). Sample
determination uses the Slovin formula, with a sample target of at least 100
respondents in each sub-district. The data analysis techniques used in this
study are quantitative analysis in the form of descriptive statistics and
inferential statistics. The descriptive statistical analysis aims to describe
the data collected and presented in humbers without intending to make
generally accepted conclusions, and the results are described descriptively
(Sugiyono, 2006). Inferential statistics explain the impact of excellent
service quality on public satisfaction with the Department of
Communication and IT Services in Madiun City using simple linear
regression analysis and multiple linear regression. Operational definitions
and indicators of excellent service quality and public satisfaction are
presented in Table 1. Table 1 Operational & Measurement Indicators of
Variables Operational of Variable Measurement of Variable Excellent service
quality is the perfection and control expected over the perfection of public
services to meet the public's desires as customers. Tangibles Reliability
Responsiveness Assurance Empathy Public satisfaction is the assessment
of the public in Terms of service obtaining_services from public service
providers by Systems, mechanisms, and procedures; comparing their
hopes and needs. The time of the service; Fees/rates; Products/service
results; Employee competence; Employee behavior; Complaint handling;
Facilities and infrastructure The measurement scale uses the Likert scale,
ranging_from strongly disagree (1), Disagree (2), agree (3), and strongly
agree (4). RESULTS AND DISCUSSIONS The selected research sample is a
community that has used the Department of Communication and TI
services in Madiun City. Data collection techniques are carried out by
distributing questionnaires with quota sampling. The number of
qguestionnaires distributed to each sub-district area (Taman, Manguharijo,
and Kartoharjo) is 115 questionnaires, so the total number of
questionnaires distributed is 315 copies. Respondents completed as many
as 304 questionnaires or 96.51 percent of the total questionnaires
distributed. The number of questionnaires not returned to researchers was
as many as 11 or 3.49 percent. Based on the results of the distribution of
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guestionnaires, the characteristics of respondents grouped by age, gender,
highest education, and the main occupation of the respondents can be
known in Table 2. The results of the instrument test and the hypothesis
test are presented in Figure 2. ge value of public response to the quality of
service and the level of public satisfaction in the Department of
Communication and IT in Madiun City is shown in Table 4. The scale range
used is calculated from (4-1)/4= 0.75, which can be seen in Table 3. The
average public response to the quality of service of the Department of
Communication and IT in Madiun City consists of measuring in five
dimensions: tangibles, reliability, responsiveness, assurance, and empathy
is very high (3.28), with the highest average value located in the
dimension of assurance (3.37) and the second-order is the empathy
dimension Table 2 Characteristics of Respondents Characteristics Number
of Percentage Respondents (%) Age <20 years 2 20-29 years 33 30-39
years 64 40-49 years 105 > 50 years 100 Gender Man 179 Female 125
Education high school 98 D1, D2, D3, D4 85 S1 100 S2 21 Occupation
ASN/TNI/ Police 173 Private Employees 53 Entrepreneurial 43 Student 35
0.66 10.85 21.05 34.54 32.90 58.88 41.12 32.24 27.96 32.90 6.90 56.91
17.44 14.14 11.51 Source: Research Results, 2022 Table 3 Scale Range
Scale Range Criterion 1.00- 1.75 Very low (VL) >1.75 - 2.50 Low (L)
>2.50-3.25 High (H) >3.25-4.00 Very high (VH) (3.31); the third orderlies
in the reliability dimension (3.25); the following order with the same value
(3.23) lies in the tangibles and responsiveness dimensions. The overall
level of public satisfaction is very high (3.34), with the highest average
score in the fees/rates aspect (3.78); The second orderlies in the aspect of
complaint handling (3.47), while the lowest Table 4 Average Value of
Excellent Service Quality and Public Satisfaction Variable Mean Criterion
Excellent Service Quality Tangibles Reliability Responsiveness Assurance
Empathy Public Satisfaction Terms of service Systems, mechanisms, and
procedures The time of the service Fees/rates Products/service results
Employee competence Employee behavior Complaint handling Facilities
and infrastructure 3.28 3.23 3.25 3.23 3.37 3.31 3.34 3.14 3.23 3.14 3.78
3.17 3.193.143.473.12VHHHHVHVHVHHHHVHHHHVHH
Source: Research Results, 2022 value (3.12) lies in the aspect of facilities
and infrastructure. The results of the instrument and hypothesis test are
presented in Figure 2. The validity test with product-moment correlation,
while reliability tests use the Alpha-Cronbach test. In the test of the
instrument’s validity, it is calculated to be > 2.00 with a p-value of < 0.01
(figure 2) so that all measurement items of the research variable meet the
validity requirements. The results of the instrument reliability test can be
seen in Table 5. Table 5 shows that the Alpha Cronbach value of each
research variable > 0.70 so that Source: Research Results, 2022 Figure 2
Estimated Model Table 5 Reliability Test Results Variable Cronbach's Result
Alpha Excellent Service 0. 972 Reliable Quality Public Satisfaction 0.954
Reliable Source: Research Results, 2022 all variables in the study are
otherwise reliable. Table 6 is shown the results of the 6th test hypothesis
of this study. Table 6 illustrates the test results of the effect of the
excellent service quality dimension on public satisfaction, which shows the
positive and significant influence of the dimensions oftangibles, reliability,
responsiveness, assurance, and empathy on public satisfaction. Table 6
also shows the results of a simple regression analysis showing that the
overall quality of excellent service affects positively and significantly public
satisfaction. It means that all six hypotheses proposed in this study are
accepted. Referring to Pasquier & Villeneuve (2017) show that
communication strategies about the services of the Communication and
Technology Office of the Department of Communication and IT of Madiun
City can be grouped into three differentiations, namely services, price, and
access to services well. It can be seen from the positive and significant
influence of service quality on public satisfaction. Customer satisfaction
requires meeting customer expectations of products and services (Oliver,
1997). It means that if the performance of services felt by the public is in
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accordance with or exceeds the expectations of public services, the public
will be satisfied. Service quality is closely related to customer Table 4
Average Value of Excellent Service Quality and Public Satisfaction Variable
Unstandardized B t count Sig. Meaning Simple Regression Constant
Excellent Service Quality Multiple Regressions Constant Tangibles Reliability
Responsiveness Assurance Empathy F Count Adj. R2 0.402 19,692 0.898
145.467 0.347 0.219 0.134 0.207 0.258 0.095 18.889 8.685 4.899 5.913
25.493 8.216 6008.19 0.990 0.000 0.000 0.000 0.000 0.000 0.000 0.000
0.000 0.000 Significant Significant Significant Significant Significant
Significant Significant Source: Research Results, 2022 satisfaction, so
improving the quality of service also increases customer satisfaction. This
study found that the quality of excellent service of the Department of
Communication and IT in Madiun City, seen from tangibles, reliability,
responsiveness, assurance, and empathy both overall and partially,
significantly affected the people’s satisfaction with Madiun City (table 6). It
is also shown to be very strongly Adjusted R2 (0.990); this means that the
regression model is very fit because the results show that the ability of
independent variables in this study affects dependent variables by 99
percent, while the remaining 1 percent (1 - 0.99) is explained by variables
other than independent variables in the study. It is also supported by the
results of respondents’ responses that the overall excellent service quality
is very high (3.28), followed by a very high level of respondent satisfaction
(3.34). The results of the study are in line with previous empirical studies
(Bashir et al., 2012; Gilaninia ad al., 2013; Kelli, 2018; Desiyanti et al.,
2018; Getahun, 2019; Ofosu-Boateng & Acquaye, 2020), which proved
service quality has a positive and significant impact on customer
satisfaction. Tangible dimensions (appearance of
physicalelements),whichincludetheappearance of physical facilities,
equipment, officers, and communication materials at the Department of
Communication and IT in Madiun City, are able to increase the satisfaction
of the public users of these service services. Likewise, the reliability
dimension includes the ability of the service to provide the promised
services accurately and reliably, increasing the satisfaction of the public
users of the service. The dimension of assurance can be seen in the
officer’s ability to answer all questions from the public related to shown by
the ability of its human resources to the company, the officer’s capability of
carrying translate the service standards set by the Madiun out their work,
and the officer’s friendliness City government to the public. Public
servants, in serving the public. Responsiveness can be from the beginning,
must always be polite and seen from the availability of officers from
friendly to the public. The friendliness and the Department of
Communication and IT ability of officers to serve every question make in
Madiun City service in helping the public, the public always feel satisfied
when using the providing fast services, responding to complaints services
of the Department of Communication and problems, and showing
confidence and and IT in Madiun City. attitude to be ready to serve or help
the public Tangibles are services that include the is also able to increase
public satisfaction with provision of facilities, physical appearance, the
institution. The results of this empirical cleanliness, neatness, comfort of
the room, and study showed that the guarantee significantly the
technology used. The results of this empirical impacted the public
satisfaction of the public study prove that tangibles have a significant users
of the Department of Communication and positive impact on public
satisfaction. It IT in Madiun City. It means that assurance is shows that the
physical appearance aspect of one of the factors that people pay attention
to the Department of Communication and IT in in using the services
provided. Officers who Madiun City Service is a concern for the public. can
assure the public that the services provided Therefore, it is expected that
the Department are safe, convenient services and have officers of
Communication and IT in Madiun City will who are always on standby can
always increase continue to maintain and improve the tangibles public
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satisfaction. Empathy can be seen in the aspect in accordance with public
expectations. friendliness of the officer in providing services In accordance
with Kep/25/M.PAN/2/2004, and the language used by communicative
aspects that need to be considered in the tangible officers or easy to
understand. In addition, the dimension are 1) environmental comfort,
ability of officers to understand customer needs namely the condition of
clean, neat, and orderly and always prioritize customers. The results
service facilities and infrastructure to provide showed that empathy had a
significant positive a sense of comfort to service recipients; 2) the impact
on public satisfaction with the service. appearance of officers and the
clarity of service The quality of service in the Department of officers,
namely the presence and certainty of Communication and IT in Madiun
City is officers who provide services, such as nhame, position, authority,
and responsibility . Reliability is the ability to provide services as offered.
The results of hypothesis testing prove that reliability has a significant
positive impact on public satisfaction. Thus, the Department of
Communication and IT in Madiun City is expected to continue to maintain
services as promised and can improve innovation in services in accordance
with the needs of the community. In accordance with Kep /25/M.
PAN/2/2004, the ability of service personnel to complete services
according to procedures, simpler service requirements, and officer
discipline so that work in accordance with the target service time
determined by the service provider unit needs to continue to be improved
so that public satisfaction is increasing as well. The dimensions of the
assurance include the ability to knowledge about products from officers,
friendliness, attention and courtesy of officers in providing services, skills
in providing information, and the ability to provide a sense of security to
the Department of Communication and IT in Madiun City. The results
showed that assurance had a significant positive impact on public
satisfaction. Therefore, it is hoped that the Department of Communication
and IT in Madiun City can continue to improve its ability to provide
appropriate information and is needed by the public through its officers to
increase public confidence in the Department of Communication and IT in
Madiun City. As contained in Kep /25/M.PAN/2/2004, aspects of service
security regarding the guaranteed level of security of the service provider
unit or the means used so that the public feels calm to get services to the
risks resulting from the implementation of services, is an aspect that still
needs to be improved continuously, considering that the dimension of
assurance has the most dominant influence compared to other dimensions
of excellent service quality. Responsiveness is the response or alertness of
officers in helping and providing services to customers, in this case, the
public. The results of this empirical study show that responsiveness has a
positive and significant impact on public satisfaction. Therefore, it is
hoped that the Department of Communication and IT in Madiun City can
continue to improve its ability to accommodate public complaints with
advice boxes and provide solutions to improve the quality of service for
public satisfaction. Improved officers’ skills in providing or completing
services to the public in accordance with Kep /25/M.PAN/2/2004. Empathy
is the individual attention given by the institution to the public. The results
showed that empathy had a significant positive impact on public
satisfaction. Thus, the Department of Communication and IT in Madiun
City is expected to continue improving its officers’ communication skills
and be willing to take the initiative to find complaints rather than only
receiving public complaints. In accordance with Kep/25/M.PAN/2/2004,
aspects of officers’ guidance and friendliness require service personnel to
behave politely, be friendly, and respectfully to the community and not
distinguish the status of the public served. This dimension needs to be
continuously improved so that public satisfaction increases. CONCLUSIONS
The conclusions the results of the study are described as follows: First,
tangible, reliable, responsive, assurance, and empathy simultaneously
have a significant and positive impact on public satisfaction; Second,
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tangibles have a significant and positive impact on public satisfaction;
Third, reliability have a significant and positive impact on public
satisfaction; Fourth Responsiveness have a significant and positive on
public satisfaction; Fifth, assurance have a significant and positive impact
on public satisfaction; Sixth, empathy has a significant and positive
impact on public satisfaction. Referring to the conclusion of the results of
this study, several things are recommended for the Department of
Communication and IT in Madiun City, as follows: First, conduct optimal
training periodically for officers, especially those who directly face the
public in order to provide the best service; Second, increase the will and
ability of officers in the knowledge, competence, courtesy, confidence of
officers in serving the public because assurance has the most influence
among other dimensions; Third, although the existing facilities and
infrastructure are good, it still needs to be improved through the renewal
of the facilities and infrastructure needed to support the completion of
public services in a timely manner; Fourth, Similarly for the handling of
complaints to continue to be improved for the convenience, security, and
smoothness of public service users. A limitation of this research is that it
has just examined the Department of Communication and IT in Madiun
City, so it has not fully described the quality of service and public
satisfaction with the services of the Madiun City government. Therefore,
for further research, several things are recommended, as follows: First,
increase the number of research samples by conducting studies in other
agencies so that the generalization aspect is greater; Second, excellent
service quality plays an important role in building public satisfaction; it is
hoped that the results of this study can be used as a reference for future
research to develop this research by considering other variables that are
variables beyond the variables that have been included in this study, for
example by adding public trust variables as a mediation of the influence of
quality of service on public satisfaction. REFERENCES Abd Rashid, M. H.
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ARSTRACT

Marketing staris from communicatimg information related to products ond services 1o the nght consmmers,
blarketing communication i5 a combination of twe siudies, namely commumication, and marketing. Excellent
service quality (ESCH B oan important selatienship markeéting activity mfluencing customsr satisfaction.
In the public secior, there amre mcreasing public demands on the quality of services provided, especially
i wurban areas thot are very cosily socesshbe with the development of information fechnobegy and the
tncrensing level of public education. This study aimes e provide insight inte the importance of marketing
commumcition strategies and ES0 m the publs sector o public satstachion by wking the obect of research
of the Departmeent of Communication and Information Technobogy (1T} of Madiun Cite. The study used
o guantitative approach and questionnaires a5 a data cobbection ool The rescarch sample of 304 people
represenbed thiee sub-districts included in the Madiun City area. The data analbysis technigues used are simple
Imzur regression & multiple linsar regression anul;'s'ls. The test resubts of this stody show that the dimensions
of ES0 conseting of tangible, rehiability, responsiveness, wssumnce, & cnwth;.r both simubtancoushy ond
partially have a positive and significant impact on the satssfaction of the community who use the services of
the Department of Communication & 1T in Madiun Ciry, The sesults of this study show the importance of
muarketing communication strategees amnd assessiment of excellent service quality ax an effort by the public
sector 1y increase public sansfaction. Marketing commupication sizategies can also sUppo government
efforts m baikding regionnl brunding,

Keywords: Excellent service quality;, community satsfaction; guaranices, markelme; commuanication

Membangun kepuasan publik dengan strategi komunikasi pemasaran

dan kualitas pelayanan
ABSTRAK

Pemusarin dimulel dard aktbvitey menghoranibad o ffmsd ferkall pondned serfo fnonen Eepads
fensinen vong tepol. Komoedlos! pemoasaraon mevapekan perpodinaen deasd dug baffon, vain desmonskasi
dan pemasaran, Excellom service quality (ESO) meripakan merupakan akivites relatiansiip marketing
vang pesting dalan memtengeruhi kepresan pelonggan. Pede sektor pirklic, serdapet penimekaian tuntisan
masyarakeal paa kil pelavarnan vang dissdiokon, ferimama o porkolaan vang sargar midal ferfanghan
e aokinya perkendrizan febnadogd faforarass, dan et g o va gkl pendidibon oesarakae, Tufice
dart Rapfoot dnf aolaloh menrberian wasasen ealingne siraiesd omupiiad pemaioren dan EXO peele
sektenr i terburdap Keprasenn masyarakend derngon mesrsmandal edvek pesedianaa aosvarakal pespig
Fusa D Keommonibasi dan Tekuolond feformatika (T8 Kot Madior. Penelitian menggunakan pendetaian
byanitasii daw menesunakan kuesioner sehorad alar peneumpulan dots. Sampe! penelision selbamvak 304
orang mewakili 3 kecamaran vang man dalom wilayah Kota Madien, Tebnk analisis dove mengeunaban
areliss vegrest linter sederfiong don regeest lnter Perganda. Tennan penelifian inl mapiboubifan balrve
aéresrxy ESC vang terlied oleard bobed fivek, refiohiiinos, responssl] faminan, dan cmpan, otk secard siovelian
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INTRODUCTION

neads o make

Every organization
improvements a3 a form of orgamzational
change from the present to the future with
various goals and government organizations
{Gusmarani & Ragivem, 20221 Today, the
demunds for quality in implementing services
to every organization. including government
agencies, are significantly increased. The qualiy
of service is an important part of public service,
where the term quality of public service cannot
be separated from the user's perception of the
quality of service {Abror & Hidayah, 2021}
Ciovernment or private agencies must provide
excellent services o support the effectiveness
of performance and the acquisition of desired
benefits.  Governments.  through  agencies,
departments, and ministries, are tasked with
providing information and services to each
user of their respective services. As o result,
users of those servives assess their perfommance
{Hidﬂ.}".lti, 20143,

Public demands on the quality of public
services are increasing. especially. in urban
arcas that are very easily affordable with the
development of technology, information, and
increasing levels of public education. The
positive impact of mformation technology on

public services is o foster public confidence

in public =zervices from the govermment, [t

alse means that the quality of public services
depends on the attitude and treatiment of human
resources in government agencies in fulfilling
duties and responsibilines o the community and
providing community satisfaction to realize the
contimuous improvement of commun ity welfare.
It means that the quality of public services is
a dynamic condition in which there is a close
relationship with people, scrvices,. products,
processes, and the envitomment in which quality
azsezsmenl s determuned when public services
are provided. The results of an empirical study
o public organizations conductsd by Sugiono
& Puspitasari (2021 concluded st there is
an urgency for public sector organizstions
fr buld  and  communicate  organizatonal
identity so thai a positive reputation is built on
stakeholders and buslds bonds between them.
Therefore, marketing  and  communication
are very important standand requarements for
effective service delivery to the covernment
(Head, 2007 Marketing communmication is
o wolanle, changing, and dynamic activity
of every ompanizmtion. Every oroanization,
including public sector crganizations. needs a
rarketing communicaiion sieategy L improve,
pdvance, and promote the products or services
provided. Tn modern marketing, promotion is
the mest caommon siralegy OrEanizations use
lure customers,

Cominumeation &8 & fundamencal

Biilaiing juli e Die S Wit rork etiigg ecvminnlion. deatiny ol @ ivice qaky
{Chiriiens, ol S, Vesonika Aguand Sretiolyi, YVicdeie Bl Fezneebo, Dot g Seliye Wil
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component of sociery, the basis of social

relationships among  people  (Pasquier &
Villeneuwe, 2007 communication is needed
to overcome social problems surrounding life
between individuals, groups, and instingons
{Gemihario & Jumngsih, 2021} Marketing
COMMMURICAtion i a strategic  process lo
select, develop, implement, evaluate, amd
woordinate with all orgamzation stakeholders
for a certain penod (Rushwakia et al,, 2020
Marketing communication theory states that an
organization’s external, imemnal, and interactive
marketing activities shape the perception of the
organizanen’s customers, emplovees, snd brand
{ Zephaniah et al_, 2020 research has barely kepe
pace with these changes especiaily as it has o
do with marketing communication strategies,
Thus, this paper examined how customers”
perceptions of banks markeling communication
tools  influence custommer loyaly, 33 wvalid
responses werns obtained from Migenan bank
cugtomers  through a sarvey  questionnane,
The partial least squares siructiral equation
modelling (PLS-SEM. Thetheory alzo describes
service brands as playing an integrated mole
in abigning brand perceptions and atmitudes of
cusiomers, employees, and orgamzations. Public
relations (PR ond brand communication o
integral aspects of marketing comimunications

that strategically disseminate information about

the imstitution’s nature, values, and offernngs

[Adecda e al., 2022),

The role of marketing is very imporiant
und strategic in marketing, including in the
public sector. The main geal of public sector
markeling 18 0 create, communicate, deliver,
pnd provide a value offer for consumers.
Public sector marketing 15 needed based on
public services often faced by people who need
satisfaction services. However, the public is
often dissatsfied with the services provided
in the public secton, Public organizations have
more  opporimities to introduce  clements
of differentiaton mto the services provided
while adhering o basic or minimal services as
legally established, for example, in the form
of providing complementary or free services
or differentiating prices or access o services
(Pasquier & Yillenewwe, 2017 Thercfore,
it developing public sector marketing, it is
fecessary 1o know amd pay amention 1o several
things, such as consumier wands and needs,
BETVICE QO8I convenmence, communication,
and service time,

Service branding communication 1= an
important Tacior in building the branding of
a region, In practice, implementing service
branding in the local wrea 15 not ecasy, City
brandingis part ofthecity smarketing sicate gy, 50
it requires a complex strategy 1o benefit the local
red truly and requires an integrated, sustainoble

and dvnamic process because it involves ity

[yl o sasefoiion wiih markeng commumicamon dmicgy and seovce qualiy
IChristina Esii Susanii, Yeromka Apastini Seimmlven. Yostims Dod) Bermanio. Launsmsiss Sneng Scsvo Waloyol
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sipkeholders  (Rahmamo, 2015), Marketing
comimunicancn plavs an imporant and vital
role in the organization’s marketing efforis,
The componertts of markeling comimunications
inclode  advertising  through  the  media,
promaotions, loyalty programs, sponsorship, PR,
direct marketing, and expositony organization
of products or services (Shrivastava & Dawle,
2020, Governmen! leaders and public sector
leaders under them are very mieresied o all
dimensions of communication and marketing
because marketing techniques are powerful
in infuencing the communities served (Head,
2007). There i a need in the service seclor to
create relatonships with the public becomes
more important becanse service providers do
not offer material products, but rather every
professionalism  of services 15 camied ou
{ Dhanesh & Duthler, 20199,

Ome of the povemment's sirategies o
realizing povernance is using information and
communication technelogy, or e-Govemment
{ Mishdaniza & Nurlim. 2018}, One of the eflong
that the povermment can meke in meeting the
demands of the community is toopiimize the use
of conmmunication and information technoloey
sp that the advancement of mformation
technology can provide the greatest benefit for
the benefit of the community, Govermments can

use integroted marketing communications by

uzing the lnternet 1o promeie services provided

o il public,

Madian City's povermment also sirives
to provide services with facilities that follow
technological  developments,  especiaily  in
eatablishing Madiun City & a Sinart City, The
concept of o dynamic smar city focuses on
innevation, selutions. and optimal uilization
of human and technological resources. The
Department of Communication and Information
Technology (1T) in Madiun City has the task
of facilitatng the application of informatien
technology  in  implementing  government
{e-Govermment) i Madiun City, The two main
rdes of the Departinent of Communication and
IT in Madiun City mn realizing this 52 Firse,
building Communication ind IT infrastructure
for afl Regiomal Devices in the Government
environment, and Second, building anccosystem
of infermation technology and its governange
The Department of Communication and 1T in
Muadiun City 15 a lesding sector that handles
information technology mamagement o the
Madiun City Govemment. It is responsible
for integrating c-Planming, e-Budgeting, and
E-Contract applications.

Pasguier & Villenewve (2007) state th
public marketing involves marketing services
prowided by public erganizations, The first step
e marketing success 15 o understand the will

and desines of the community so that public

service agencies must be able to understand

Biilaiing juli e Die S Wit rork etiigg ecvminnlion. deatiny ol @ ivice qaky

{Chirisiens, ol Susiis, Visinika Sgusni Sraiiod

i, Vicsla

BEili H Lairensdin g Selive Wil




148 Jurnad Manajemen Koanundkas, dlome 7, Mo, 2, Apedd 2023, page 136-755

what 13 negded and desired by o community in
the bureaucracy thal can creale & service s¥siem
and also products or services that can really be
useful for the comimunity served. Furthermaore,
efforts 10 make changes and breakthroughs in
the burcsucracy by providing free services for
the community so they no longer need 10 pay.
That way, public satisfaction with public sector
services can be guaranteed.

Then, in the public secior, convenience is
also an important key in marketing, The abilay
to provide 4 sense of comfort to the wider
community who need the help of agencies
Froam the public sector is an important capital in
marketing success. Meanwhile, commumication
i5 no less important because it s part of the skills
that must be mastered in marketing, mainly o
provide services at the front desk directly face-
to-face with people in nead.

Services i the public sector should net
take too long. Service that is too long does not
show any breakthroughs and innovations in
public services in twe public sector, 1t can lead
to public sector marketing that does not work as
expected. Marketing in the public sector must
show thme effectivensss in service and produce
certain products, such as identity cands,

Therefore, a study of customer satisfaction
on service quality is needed to review the
SETVICES,

performance  of  administrative

Referring 1o the report on the resulis of the

2019 public =satisfaction survey {Rominfo,
2020} obmined information about the value
of the community satistaction ndex 1= 8325
with 3 ratng of good performance, indicating
the increase in services of the Department
of Communication and 1T m Madiun City
compared 1o the results of the 2008 survey,
which is 82,80 with category god.

Table 1 shows that the highest value is
the costTarill element, with a value of 96,56
The quality of public services provided by
Iocal governments in both cities and districts in
Indonesia can incresse community satisfaction
and public confidence in local governments,
such as basic newds services, education, and
health, It shows that every respondent who
gets public services at the Department of
Communicaticn and 1T in Madiun City 15 free

of eharge. The element with the lowest value

Tahle 1, Pablic Satisfaction Index of The Department
ol Commuanication and IT in Mudian City

[2014)
Cuode o Mean  ladex
A Terms of service 126 H141
Svstema, mechanisins,
B and procedures 3 8
[ The time of the service 329 R209
D Fees'mates I RG Bh56
E Product='service resulis. 3324 B4
F Emploves competence . 3326 K146
G Emploves behavior 126 HLAL
H Cornplai handlmg 12 HL.5A
Facilitbes and
1 infrastciire 321 BOAT
Toral leens 9
Total 133 R3iZ2s
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s service completion fime, which is 5047,
The value belongs to the pood calepory, bui
it needs fo be o concem of the Depariment
of Communication and TT in Madiun Ciy 1o
continue 10 be improved, Nine (9 indicators
{elements ) of public services (table 1) contained
in Permenpan and BB Mo 14, 2017, become a
benchmark for service quality as an evaluation
matcrial for the Department of Communication
and 1T i Madiun City 0 improve the qualiy
of public services sustainably so that the
satisfaction of the people of Madiun City
increases,

Smne previcus @mpincal studies (Bashir
& Machali, 2002; Cilanmia et al, 2003;
Hidayas, 2004; Desivanti et al., 2018 Kelil,
2018, Getahun, 201% Ofosu-Boateng &
Acquaye, 20200 show that the quality of
serviee positively affects customer satis faction,
Anether study (Yusuf, 20071 shows that public
satisfaction mediates the effect of public
servige quality on public trust in Samsat OMice
Eendari Civ, Therefore, 1o further increase
the Satisfaction of Madiun City's people with
the-quality of service of front liner emplovees
and Cammunity Information Groups {CIG) a8
reliable information and communication agents
to the public in Madiun City,

This study aims to amlyze the impac

of excellent service guality on commumnity

satisfactionmn the DeparmmentoliComminication

and IT Services in Madiun City, The results of
this study are expecied o be an ovérview af
the level of public satisfaction with aspects
of excellem service quality, which incliudes
aspects: of tangibles: reliability; responsiveness,
pssurance; empathy; and indicators of public
satisfaction adopred from indicators that have
been used by the Deparment of Communication
and IT in Madiun City in conducting public
satizfaction ndex survevs, including terms of
service; svatems, mechamisms, and procedures;
the time of the service, fees/mtes; products’
service  resulis

employee  comperence,

emplovee  behavior.  complaint  handling:
facilities and infrastructure.

Cuality  of service s a demand for
accountability in an institution. The quality of
customer service has become one of the most
discussed and vrgent issues discussed and
puesued in public orgamzations amd companies,
Customer or client service meludes providing
services before, during, and after purchasing
g prosduct or service. Service quality becoimes
important when the organization gets pressure
related o service quality demands and customer
compaints, The quality of service componen
becomes necessary for sunvival among  the
increasing levels of competition that are getting
tighter (Abd Rashid, ZO08},
the service  that

Excellent service is

best suits expectations and customer needs.
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Excellent service can also be said 1o be a service
that meets the quality sandards sel by the
orgenization. Services that meet these quatity
stamdards can impact cusmomer satisfaction or
public sansfaction. Excellent service can be said
to e more service than expected by uploaders,
considering time, sccuracy, secunty, comfort,
quality, cost, process, and customer satisfaction
{Frimayasa, 2017). Excellent service guality
i the expecied level of perfection and confrod
over the level of service perfection (o meet
cusiomer desires.  Today  excellent  service
quality has been widely realized by managerms
of varous oreanizations because il can ncrease
custonmier satisfaction, and satisfied customers
are the Key o the long-term relationship of
organizanonal success {Zeitham| er al., 1996},
It has been proven in various empincal studies,
such as {Bashir & Machali, 2002 )5Desiyvanti
et al, 2018)Customer Delight and Loyalty
of Costomers of LPD Desa Adst Sembung
and LPD Desa Adar Seseh, The population in
this research is all customer of LPD Sembung
and Seseh Adat Customers who  become
custoaner from LPEY stand up wntd 2015 with
total population amounted to 2301 customers,
Sampling used Slovin formula, which amounted
o 95 customers, The analysis technigue vsed in
this research is structural equation modeling
{SEM{Kelil, 218kiGetahun, 2019%{Ofosu-
Boateng & Acguave, 2020} that the beter the

guality of service, i con significantly increxse
ctstomer sutisfcrion

Pubdic - services define public services
as @ sermes of activities 0 meet the need for
services that refer to the laws and regulations
for every Indonesian cittzen and resident of
goods, services, of ether administrative services
provided by public service providess (Law
252008, 2009, The local government carries
cul two main funclions: the regulatory  and
service, These two functions are melated to the
life of the people of the nation and stete and all
uther aspects of hife, where the implementation
is given 1o the ¢ivil appasatus of the state that is
functionally responsible.

The gquality of service becomes an
impoerant part of public services; the ferm
“guality of public service” indeed cannot be
separated from the pereeption of service quality
The quality of publie services depends on the
attrude and trestment of government agencies
in fulfilling their responsibilities and autharity
tr the community and sansfving the public 3o
that public welfare is continuously improved.

When buying a product or service, the
customer has expectations  that  go beyond
purchasing and sccking, from - acquisition
i achieving satisfaction (Mobamed et al,
2022 Customer satisfaction can be defined
N various situations related (o goods  and

services. Customer satisfaction is the feeling or
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atfitude rowards a product or service after use,
Customer satisfacton is the result of marketing
activities that nct as & bridge of commumication
from diferemt stages of cosamer purchasing
behavior, Customer satisfaction reflects the
degree towhich o consumer believes that using or
possessing a specific service will evoke positive
feelings. There are three general components
of the definition of consumer sabisfaction:
emotional or cogmiive Fesponses; responses
refated 1o something such as expectations,
products, or consumption experience; and;
the response that occurs at a cerfain tinee,
i, after consumption, after ¢hoice, based on
accumulated experence ((iese et al., 2008},
Public satisfaction 15 the community's
opinion inobaining services from pubdic service
providers by compering thewr hopes and noeds
{ Permengrarm Ner 76, 200 4). Based on the Decree
of the Minister of State Apparams Unlization
Mumber Eep23/M.PANZZ004  conceming
Geperal Guidelines: for the Preparation of the
Public Satisfaction Index of Govermment A gency
Service Units, the benchmark for assessing the
level of quality of public services consists of the
following indicators (Remenpon | KEP25M,
PAMN/Z2004): procedures of service, namely
the ease of service stages provided to the public,
are seen as the simplicity of the service fow;
requirements of service, namely technical and

pdmimszteative  regquirements needed 1o obrain

services in accopdance with the 1vpe of service,
clarity of service officers, namely the existence
and ceramty of officers who provide services
{ namie, position, authority, and responsihilities,
the discipline of service officers, namely the
sericusness of officers m providing services,
especially 1o the consistency of working time
in aceordance with applicable provisions: the
responsibility of the service officers, namely
the clarity of authonty and responzibility of the
officer in the implementation and completion
of the service; the ability of service personnel,
mamely the level of expertise and skills possessad
by officers in providing/completing services 10
the public: specd of service, which 15 the target
service fme, can be completed within the time
specified by the service provider umit; jusiice
gets services. namely the implementation of
services by not distinguishing fhe cliss/stans
of the public served: courtesy and friendliness
of officers, namely the attitude and behavior
of officers: in providing services 1o the pubic
in-a pelite and fendly manner and mutaal
respect and respect; faimess or justice of
service cosis, namely the affordability of the
public to the number of costs sef by the service
unit; certainty of service costs, namely the
coiformity between the fees paid and the costs
that have been sef; certainty of service schedule,
namely the implementation of service time in

accondance with the provisions that have been
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5@, envarommentad comfort i3 the condition of
clean, neat, and crderly service facilimes and
infrastructure o provide 4 sense of comfon o
SErvice recipients: service secumily gualaniees
the level of eswvironmental secunty of the
service provider unit or the facilities used so that
the public feels calm o getting services despile
the resulting risks from the implementation of
services,

Customers evaluate the services provided
by service providers based on the following
five factors (Parssuraman ot al., [985): First,
tangibles are defined asthe physical appearance
of facilities, equipment. =tafl, and written
materials. In service I EAMIFHIONS, CUSIHIETS
often rely on fangible evidence surrounding the
serviceld fomm theirevaluation. So, tangibles can
take the form of equipment, physical facilities,
peesonnel,  and  mesns of  communication
and services needed o guard agamst various
dangers and risks of crime: reliability: the ability
o provide what was proimised dependably
dand securately, Second, reliability is defined
a5 the ability of service providers 1o provide
commatied services truthfully and consistently,
In public organizations, the relishility dimension
is defined as the ahility of a public service unit
to provide services expected by the public
{Blery et al., 20009 Thind, responsiveness; is
the willingness to help customers promptiy.

In public organizations, this dimension can be

a willingness o adapt o helping citizens 1ake
responsibility for providing o quality =ervice
Motall residents have a patient nature, and thene
are times when they are upset. For example,
there are ald or bad services on the part of
service personnel,

Conversely. suppime the service officer
s responsive and fast in handling  citizen
complaints during the service process. In that
case, it will also provide good things or good
assumptions for e residents served 0 cause
a comfortable and good image of the service.
Fourth, sssurance: the knowledge and courtesy
vl show (o customess and yourability o convey
trust, competence, and confidence. In public
urganizations, this dimension of assurance can
b in the form of good know ledge and skills from
the apparatus when providing services and the
friendly amatude, belivior, and responsivensss
of service providers, Fifth, empathy, The
deeree of canng and individusl attention you
show customers, In public. organizations, this
dimension can be an action to find out the needs
and difficulties experienced by customers by
listening 1o and responding 10 people’s wishes
and aspirations and availability in providing
the latest information to the public. 1t 35 casy 1o
make contacts and approsches by being honest
with exch effort o atteact the public’s trust,

Customer expectations are belicfs abouwt

the service's operation that form the basis
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of assesaing  the service’s  perforimnee,
Customers expect custoamer expectations [0r
the organization’s shility to provide services,
Therefore, the first step in providing excellent
service, the service provider must know the
Custmer s

expectations.  Misunderstanding

custener neads  losing  customers  because
service providers can less satisfy  customer
needs. In addition, it causes service providers
o spend money, tme, and other rescurces due
to customer dissatisfaction. Perceived service
guality is a factor in customer satisfaction
{ Zeithaml etal., |'996). Custoiners have different
expectations, and 1heir evaluations may also
chenge over time. S0, vanous studies on quality
and satisfaction are based on the pereeption of
CUSIMTIEE Service.

Public services are one of the tasks that
local governments cannol ignore because iF
there is stagnation in one component slomse, it
15 almaost certain that all sectors will be affectad,
Therefore, there needs o be pood planming and
even need 1o be formiulated service stamdards in
the community in accordance with the authority
given by the central government 1o the regional
government, Suppose the quality of public
services 15 low, In that case, it will worsen the
government’s image in the community, and vice
versa, if the quality of excellent service will
improve the government s image in the public’s

ey,

The quality of service is closely related
to & person s satisfaction level, I evidenced
empirically in governmen! organizations in
Malang that there iz a significant positive
influence on  the dimensions ol service
guafity {tangible, relability, responsivencss,
assurance, empathy) on customer satisfaction,
both simultanecusly and partially (Hidawati,
2014y, Understanding  customer  wants and
needs,  providing  convemense o service,
condacting  effective  communication  with
customers, peying full attention to customer
complaints, and  understanding  customers'
needs will increase customer satisfaction. It is
supported by previous empirical studies (Bashir
& Machali, 2002; Gilaninia et al., 2013; Kelil,
2018 Desivanti et al,, 2018; Getahun, 2019,
Ofosu-Bosteng & Acquaye, 20200 showing
that service quality positively impacts customer
satisfaction, Nt indicstes that the quality of
service is very impoetant to be menaged it you
warnl the satsfhction felt by the public,

Based on the description, the hypothesis
is formulated as follows: H1: Tangibles,
reliability, responsiveness, assurance, and
empathy  simultaneously  have @ significan
impact on public satisfaction; H2; Tangibles
have a significant and positive impact on public
samsfaction; H3: Reliability have a significant
and positive impact on public satisfaction; H4)

Responsiveness lms a significant and positive
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Figure | Research Maodel

impact on public satisfaction; HS: Assurance
b o significant and pozitive impact on publis
satistaction; Hi: Empathy haz a significant and
positive impact on public satisfaction.

Figure 1 shows thar mogibles, reliabiliy,
responsiveness, assurance, and empathy, which
are dimensions of service quality, wall affect
public sitisfaction, The public will compare the
perceived performance level with the desired
expectation level, Supposc the perceived level
of performance is inaccordance with or exceeds
the desired level of cxpectations. In that case,
the public tends to be satisfied or very satisfied

with the serviges provided,

RESEARCH METHODS

This stady used @ guantitative spproach,
uging guestionnaines as a data collection tool,
which was disseminsed offline and online. The

population in this study is the public located

I
i

|

in 3 sub-districts located in the Madiun City
ared (Taman, Manguharjo, Kartohago), Sample
determuimation uses the Slovin formuls, with
g sample target of at least 100 respondents in
each sub-district, The data analvsis techniques
used in this study are quantitative eanalysis
in the form of descriptive  stanstics - and
inferential statistics. The descriplive statstical
snalysis aims to describe the data collected
and presented o pumbers without intending to
make generally accepted conclusions, and the
resulis are descnbed descriptively (Sugiyvono,
20(Ms ). Inferential statistics explaim the impactof
excellem service quality on public satisfaction
with the Depanment of Communication and
IT Services in Madiun City wsing simple
lingar regression analysiz and multiple linear
regression.  Owperntiona!  definitions  and

indicetors of excellent service quality and

public satisfaction are presented in Table 1.
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Table 1 Uperaticnal & Measarement Indleators of Varlahles

Operationu] of Varmble

Ml emmuremend of Vormble

Excelient service quality &= the perfection and
contrel expected aver the perfection of pubtic
services 10 meed the public's desines as customers.

Public sutisfaction = the assessment of the public m
obitaining services from public service providers by
comparing their hopes and necds.

Tangibles

Helmbility

Responsiveness

Assurance

Ermpathy

Terms of service

Systems, mechaniams, and procedures,;
The time of dee service;
Fees'rates;
Productsservice resulis;
Employer competence:
Employee behavios;
Complaint handling:
Facilwies and infrastructure

The measurcment scale uses the Likert scale,
ranging from strongly disagree (1), Disagree
{2}, agree (3), and strongly agree {41,

RESULTS AND IMSCLSSIONS

The selected research sample 5 a
communily that has used the Depaniment of
Communication and T1 services in Madiun Caty.
Drata collection technigues are carmed oul by
distributing questionnaines with quota sampling.
The number of guestionoaires distnbaed o
each sub-district area (Taman, Manguharjo,
and Kanocharjop is 115 gquestionnaires, so the
otal mumber of questionnamres distributed 15
315 copies, Respondents completed as many
az 304 guestionnaires or %651 percent of the
total questionnaires distributed. The number
of questionnaires not returned 1o researchers

was a5 many as 11 or 3.4% percent. Based on

the results of the distribution of questionnazines,

the characteristics of respondents grouped by
age, gender, highest education, and the main
occupation of the respondents can be known in
Table 2.

The results: of the instrument st and
the hypothesis test gre presented in Figure 2.
oo value of public response w the quality of
service and the level of public satisfaction in
the Department of Communication and [T in
Madn City 15 shown in Table 4. The scale
range used is calculated from (4-1)/4= 0,75,
which can be seen in Tuhle 3.

The average public response to the quality
of service af the Department of Communication
and 1T in Madhm City consists of meesunng
in five dimensions; mogibles, reliability,
responsiveness, assurance, and empathy is very
high {3.28) with the highest average value

located in the dimension of assurance {3.37)

and the second-order is the empathy dimension
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Table 2 Charscteristies of Respondents

Chomactershcs Mumber of Percentags

Table 4 Average Value of Exedlleot Service Qaality
and Pablic Sstisfction

Respomdents (%) Variable Mean  Croerion
Age Excellent Serviee Quallty 328 vH
<200 years 2 .66 Tangibles 323 H
200-2% years X 10,5 Relinhifity 3.25 H
0-3% yars 64 21.05 Responsivencss 3323 H
A0-4% yisars Los 54 AsTrance 337 vH
= 50 woars HUH 1ran Empaily 1.3 vH
; Public Satsfaction 134 vH
S Terms of servi 314 M
M 179 5588 ;":“5 - ““::“ o S =
; ystems, mechonisms, an 3.2
- 5 5 , + |
Femnle 125 41.12 procedures
Education The time of the service 314 H
high schaol ug 12,24 Fees'rates 1TH VH
31, 02, D3, 4 ¥5 27,96 Products service resubts A1y H
51 ] 12 a0 Employee competence e H
57 21 .90 Employee behavies 314 H
Comglaint handling 147 VH
Oeenpation Facilities and infrastucture 3,12 H
ASMITHNL Polce 173 56,910
Privite Lm!‘-"“ﬂ"-‘ﬂ- 5% 17.44 Source: Research Fesulis, 2022
Eirepreneunal 43 (EN
St i Ll value {3.12) lies in the aspect of facilities and
Source: Research Resulis, 2022 infrestructune.
Tuble 3 Seale Runge The results of the instrument and hypothesis
fest are presented in Figure 2,
Seale Rampe Crterion
L0 75 Very low (VL) The validity test with product-moment
=hil— 400 L‘I’w (L) comrelation, while reliability tests use  the
=2 5(-3.25 High {H}
=3 25400 Verv high {VH) Alpha-Cronbach  test. In the test of the

{331 the third ordedics in the relighility
dimension {3.25) the following order with
the =ume value {3.23) lies in the tangibles and
responsivencss dimensions, The overall level of
public sansfaction is very high (3. 34), with the
highest average score in the fees/rtes aspect
{1.78); The second orderhes m the aspect of

complaint handling (347, while the lowest

mstrument’s validity, 1t 15 calculated 0 be =
2.00 wath a p-value of = (L0 {figure 2} s0 that
all mensurement itgms of the research variable
meet the validity requirements, The results of
the instrument reliability test can be seen in
Table 5.

Table 5 shows that the Alpha Cronbach

value of each research vanable = .70 so that
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Halws " s = 000

Rowrce: Research Pesulis, 2022

Figare I Estimated Model

Tabile & Relabiity Test Resuabis

Varkable Cronbach's Presukt
Aldpha

Excellent Service 0,972 Reliable

Clunlity

Public Satisfaction 0,454 Relinile

Soures: Research Resilns, 2023

all wamables in the study are otherwise reliable,
Table 6 is shown the results of the 6th test
hypothesis of this study.

Table 6 illusirates the test resulis of the
ctfect of the excellent service quality dimension
on public satisfaction, which shows the positive
and significant influence of the dimensions of
tangibles, reliability, responsivencss, assurance,
and empathy on public satisfaction. Table 6 also
shows the resilis of & simple regression analysis
showing that the overall quality of excellent

service affects positively and significantly public

4
|
;

ii
i

17
oA |
&
r

i

sobisfaction, It means that all six hypotleses
proposed in this study are acoeptod.

Refeming o Pasquicr & Villeneuve (2017)
show that communication strategies aboul the
services of the Communication and Technology
(iffice of the Department of Communication
and IT of Madiun City can be grouped into
three differentiztions, namely services, price,
and access to services well, [t can be seen from
the positive and significant influence of service
guality on public satisfaction.

Custommer  satisfaction  requires  mecting
customer  expectations  of  products - and
services {Olrver, 19970 1t means that 1if the
performance of samvices felt by the public 15 in
avcordance with or exceeds the expectations

of public services, the public will be satisfied.

Service quality 15 closely related to customer
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Table 4 Average Yalue of Excollent Service Qaality and Publis Satisfaction

Variable Unstandardized Bt count Sl Meaning
Simple Regression

Constant HELIR 19,692 L

Excelbent Service Ouality (LH9H 145467 HRELH Significant
Multiple Regressions

L onstant 347 I HRY (1, el

Tangthles 021y SRS LY Srgnificant
Reliabilin 134 4 B 00 ([l Significant
Responsiveness .24 34913 0.kl Significant
Azsurance 0258 25443 R Sigmiticant
Empathy HEEHE slle ELTY Sygmificant
F Cant GO, 14 R Segmificant
Adj RZ {5

Sownce: Rescarch Besuls, 2022

satisfaction, so improving the quality of service
also increases customer satisfxction, This study
Found that the. quality of excellent service of
the Depanment of Communication and IT in
Madiun City, seen from tangibles, reliability,
responsivensgss, assuramce, and empathy baoth
overall and partially, significantly affected the
people’s satisfaction with Madiun City {mble
64, 1 is also shown 10 be very sirongly Adjusied
B {0.9907; this means that the regression maodel
i5 very fit because the results show that the
ability of independent variables in this study
affects dependent variables by 99 percent, while
the remaiming 1 pervent {1 — (.49} 15 explained
by variables other than independent vamables in
the study. It is also supporied by the resulis of
respondents” responses that the overall excelicnt
service quality is very high {(3.28), followed

by & very high level of respondent satisfiction

(3.34), The resulis of the study are in line with
previous cmpincsl studies {Bashir et al., 2012;
Giilaninia ad al., 2003; Eelli. 2018; Desivanti
et -al, 2018 Gewhun, 201% Ofisu-Boaieng
de Acquaye, 20200, which proved service
guality haz a positive and significant impact on
custamer salisfaction,

Tangible dimensions  (appesrance  of
physicalelements), whichinclude theappearance
of physical facilities, equipment, officers, and
communicaiion materials at the Department of
Communication and 1T in Madiun City, are able
fr insrease the satisfaction of the public users of
these service services. Likewise, the reliability
dimension includes the abality of the service
io provide the promised services accuraiely
and rehably, incressing the satisfaction of the

public users of the service. The dimension of

assurance ¢an be seen in the officer’s ability 10

[yl ot sasefoiion wiih markeng commumicamon dmicgy and seovce qualiy
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answer all questions Trom the public relaned o
the company, the officer’s capabality of carrving
out theirr work, and the officer’s fnendliness
in serving the public. Responsivensss can be
seen fromm the availability of officers from
the Depariment of Communication and [T
in Madiun City service in helping the public,
providing fast services responding tocomplaines
and problems, and showing confidence and
affitude 10 be ready 1o serve or help the public
is also able to merease public satisfaction with
the institution. The results of this empirical
atidy showed that the guarantes significaintly
impacted the public satisfaction of the public
users of the Department of Communication and
IT in Madun City, It meins that assunnge is
one of the factors that people pay attention o
in wang the serviees provided., Officers who
can assure the public that the services provided
are safe, eonvenient services and have officér
who zre always on standby can slways morease
public satsfaction. Empathy con be seen in the
Friendliness of the oficer in providing services
and the language used by communicative
officers or easy o understand, In addition, the
ability of officers 1o understand customer needs
and elways priontize customeri. The results
showed that empathy hid a significant positive
impact on public satisfction with the service,
The guality of service in the Depariment of

Commumcation amd 1T in Madion City 13

shown by the ability of i3 human resources 1o
transiate the service standards set by the Madiun
City government to the public. Public servants,
from the beginning, must always be polite and
friendly 10 the public. The friendliness and
ability of officers to serve every question make
the public always feel satisfied when using the
services of the Department of Communication
and IT in Madiun City.

Tangibles are services that include the
provision of facilities, physical appearance,
cleanliness, neainess, comfort of the room, and
the technology used, The results ofthis empincal
study prove that tangibles have a significam
positive  impact on public  sausfaction. It
shows that the physical appearince aspect of
the Department of Communication and IT in
Madiun City Service 1s a concern for the public.
Therefore, it is expected that the Departiment
of Communication and 1T in Madiun Ciey will
continue o mamtain and improve the tangibles
aspect in accondance with public expectations,
In accordance with Kep25/ML PANZIMHM,
gspects that need to be considered in the tngible
dimension are 1) environmental comfort,
namely the condifion of clean, neat, and arderly
service facilities and infrastructure o provide
a sense of comform 1o service mecipients; 21 the
appearance of officers and the clarity of service
officers. namely the presence and certainty of

officers wha provide services, such as name,

Biilaiing juli e Die S Wit rork etiigg ecvminnlion. deatiny ol @ ivice qaky

{Chirisiens, ol Susiis, Visinika Sgusni Sraiiod

i, Vicsla

BEili H Lairensdin g Selive Wil




152 Jurnal Manajomen Bamundkasi, Maluma 7, Mo, 2, Apsil 2023, page 136-156

position, authority, and responsibility,
Reliabality is the ability to provide services
asofferad. The resulis of hypothesis testing prove
that reliability hios & ssgnificant positive impact
on public satisfaction. Thus, the Department
of Commumcation and IT in Madion City
is expected to continue (o mamidin services
as promised and can improve innovation in
services In accordance with the needs of the
cominiaity, In accordance with Kep 250,
PANZ2004, the sbility of service personnel
to complete services according to procedures,
simpler  service requarements, and  officer
discipline o that work in accondance with the
target service ume determined by the service
provider unit needs o continue o be improved
so that public satisfaction i3 increasing as well,
The dimensions of the assurance include
the ability 1o knowledge about products Trom
officers, friendliness, atention and courtesy of
officers in providing services, skills in providing
information, and the ability 1o provide a senseof
security 1o the Department of Comimunication
and 1T in Madiun City. The results showed that
assurance had a significant positive impact on
public satisfaction. Therefone, it is hoped that
the Department of Communication and 1T
in Madiun City can continue 1o improve ifs
ability 10 provide appropriate information and

is needed by the public through its officers o

increase public confidence in the Department

of Communication and 1T in Madiun Ciry. As
codifained in Kep QSMPANZ200, aspects
of service =ecurity regarding the guarantesd
level of secunty of the service provider uiit
of the means uwsed =so that the public feels
calm to get services to the risks resulting from
the implementation of services, is an aspec
that still needs 1o ke improved continaously,
considerng that the dimension of assurance has
the most dominant influence compared e other
dimensions of excellent service quality,

Responsivencss is the response or alertness
uf officers in helping and providing services 1o
customers, in this case, the public. The resalts
of this empinical smdy show that responsiveness
has a positive and significant impact on public
satisfaction. Therefore, it 15 hoped thar the
Department of Communication and 1T in
Madiun City can continue 10 improve ifs
ability to aceommodate public complaing with
advice boxes and provide solutions to improve
the quality of service for public satisfaction
Improved  officers” skills in providing  or
compléting services to the public in accordance
with Kep 25 M PAN22004,

Empathy is the individual attention given by
the institution to the public. The resulis showed
that empathy had a significant positive impact
on public satisfaction. Thus, the Bepartment
of Commumicanon and 1T in Madiun City is

expecied o comtinue improving its officers’
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comimunication skills and be willing 1o 1ake the
imitiative to find complainis rather than only
receiving public complaints. In accordance with
Eep 28 M PANZ20M, aspects of officers’
guidance  and  fmendliness  require  service
personnel o behave politely, be  fricodly,
and respectfully to the community and net
distinguish the status of the public served. This
dimension necds 10 be continuously improved

s0 that public satisfaction mcreases,

CONCLUSIONS

The conclusions the results of the study
are described & follows: First,  tangible,
reliable, responsive, assurance, and cmpathy
simultaneously have a signiticant and positive
impact on public satisfaction; Second, angibles
have o significant and positive impact on public
satistaction; Third, relinhility have a significant
and positive impact on public satisfaction;
Fourth Responsiveness have a significant and
positive on public satisfection; Fifth, assurance
have a significant and positive impact on public
satisfaction; Sixth, cmpathy has a significant
and positive impect on public satisfaction.

Referring o the conclusion of the resulis
of this shady, several things are recommended
tor the Department of Commumication and 1T i
Madiun City, as follows: First, comduct optimal

training periodically for officers, cspecially

those whao directly face the public in order 1o
provide the best service; Second, mnerease the
will and shility of officers in the knowledge,
competence, courtesy, confidence of officers
in serving the public because assurance has the
most influence among other dimensions; Third,
although the existing facilities and infrastructire
are good, it still needs 1o be improved through
the renewal of the facilities and mfrastructure
needed 1o support the completion of public
services in & limely manner; Fourth, Similarly
for the handling of complaints to contimie to
b improved for the convenience, security, and
smoothness of public service users,

A limitstion of this research is that it has just
examined the Department of Communication
and IT in Madiun City, s0 il has not fully
descnbed the quality of service and public
satisfaction with the services of the Madiun City
government. Therefore, for further research,
several things are recommended, as follows:
First, increase the number of research samples
by comducting studies in ather sgencies so that
the generafization aspect is greater; Sccond,
excellem service quality plays an imporian
ride in building public sagsfaction; it is hoped
that the results of this study can be used as a
reference for futwre research o develop this
research by considening other vanakles that
are varisbles beyond the vanables that have

been included in this swidy, for example by
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adding public wust vanables as a mediation
of the influence of quality of service on public

satisfaction.
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