
West Science Business and Management 

Vol. 1, No. 05, December 2023, pp. 588~494   

  

Journal homepage: https://wsj.westscience-press.com/index.php/wsbm 

The Effect of Administrative Service Quality and Officer 

Responsiveness on Service Satisfaction  
 

Sitti Husna Noviana Djou1, Darman2, Celsi Kuku3 
1,2,3Universitas Bina Mandiri Gorontalo 

 

Article Info  ABSTRACT  

Article history: 

Received December 2023 

Revised December 2023 

Accepted December 2023 

 

 This research was conducted to determine the quality of administrative 

services and officer responsiveness to the service satisfaction of the 

Bakida Village Office in Gorontalo. The sampling technique used was 

Accidental Sampling by determining 76 respondents. The research 

method uses quantitative descriptive with the Statical program for 

socian science (SPSS). The results of this study show that the Quality of 

Administrative Services and Officer Responsiveness significantly affect 

Service Satisfaction at Village Offices with a calculated F value of 103,706, 

with the number of   influences of 0.737 or 73.7%. The quality of 

administrative services has a significant effect on Service Satisfaction at 

the Village Office with a calculated value of 3,445, Officer 

Responsiveness has a significant effect   on Service Satisfaction at the 

Village Office with a calculated value of 6.412.  
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1. INTRODUCTION  

In the scope of government, 

performance is a key element in determining 

the success of an organization that has the aim 

of serving the community. Public services are 

considered as a means of providing legality to 

the community from the government. To 

achieve optimal public service delivery, 

officials are needed who have the ability to act 

professionally in carrying out their duties. 

Apparatus who has the right qualifications 

and expertise can carry out their duties 

carefully and efficiently, thereby having a 

positive impact on the overall performance 

and results of services provided to the 

community. 

The government's recommendation 

to improve the quality of public services is a 

target that can be achieved through the 

implementation of regional autonomy. 

Regional autonomy not only includes aspects 

of regional independence, but also provides 

an opportunity to explore the potential for 

improving the quality of services from 

government agencies at the local level. By 

providing flexibility to regions in managing 

resources and providing services, regional 

autonomy becomes an effective tool for 

realizing improvements and improvements in 

the quality of public services in a more specific 

and targeted manner. 

Law of the Republic of Indonesia 

Number 25 of 2000 emphasizes service 

programs with a focus on the quality and 

responsiveness of service employees in 

government agencies. Its implementation in 
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the context of bureaucratic reform and 

regional autonomy still faces a number of 

challenges. Although recommendations for 

improving the quality of government services 

as a prominent form of bureaucratic reform in 

the context of regional autonomy have been 

clearly outlined, its implementation has not 

fully met the expectations of many parties. 

The problem of service quality is still 

hampered by a number of factors, including 

the completeness and suitability of the 

facilities and infrastructure used for services. 

Along with the development of regional 

autonomy, there is a need for a more intensive 

focus on providing facilities and 

infrastructure that support public services to 

run optimally. Challenges in fulfilling these 

aspects indicate the need for further 

improvements and improvements in an effort 

to achieve the desired quality of government 

services. 

 

2. LITERATURE REVIEW  

2.1 Service Quality 

 According by [1], expressed his 

views on service quality by emphasizing 

that quality is a dynamic condition, 

closely related to various elements such as 

products, services, people, processes and 

the environment. In this perspective, the 

assessment of service quality is not only 

static, but rather based on the conditions 

that are formed when public services are 

provided. Furthermore, this dynamic 

concept reflects that service quality can be 

influenced by a number of factors that 

interact in a complex manner. Starting 

from the attributes of the products and 

services provided, interactions with the 

humans who provide the service, the 

implementation process, to the 

environment where the service takes 

place. Therefore, understanding service 

quality is not only limited to products or 

services, but also involves other aspects 

that also determine the level of 

satisfaction of service recipients. 

According to [2] Quality can be 

interpreted as a combination of the 

properties and characteristics of a product 

or service. In this context, quality refers to 

the extent to which these traits and 

characteristics are able to meet customer 

needs. Quality assessment involves 

evaluating how well a product or service 

can satisfy customer needs and 

expectations. Thus, the concept of quality 

is not only related to the technical aspects 

of a product or service, but also involves 

the psychological dimension and 

customer perceptions of the extent to 

which the product or service can meet or 

even exceed their expectations. An 

understanding of quality includes the 

ability to understand customer needs, 

design products or services with 

appropriate characteristics, and provide a 

satisfactory experience for customers. 

According to[3], quality refers to the 

future and characteristics of a product or 

service. Quality is measured by the ability 

of the product or service to meet or reflect 

customer needs. In this context, quality 

not only includes the technical or 

functional aspects of a product or service, 

but also involves broader dimensions, 

including elements such as reliability, 

durability, security, and also user 

experience. Quality as a future and 

characteristic suggests that evaluation of 

quality should not only focus on when the 

product or service was created or 

delivered, but also consider how that 

quality may impact customer needs and 

expectations in the future. Therefore, 

companies need to understand customer 

needs well, design products or services 

with relevant characteristics, and commit 
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to maintaining and improving their 

quality over time. 

The quality of village administration 

services refers to the extent to which the 

village government provides good, 

efficient and responsive services to village 

residents in terms of government 

administration. It includes various 

administrative tasks such as preparation 

and issuance of documents, management 

of population data, maintenance of 

village infrastructure, and other services 

related to the interests of village 

communities [4] 

2.2 Responsiveness 

 Responsiveness, as explained by 

Ratminto and Winarsih in [5], refers to a 

service provider's ability to effectively 

identify community needs. This includes 

the ability to set service agendas and 

priorities, as well as designing service 

programs that suit community needs and 

aspirations. In other words, 

responsiveness reflects the extent to 

which a service provider is able to 

respond quickly and effectively to 

customer expectations, desires, 

aspirations and demands. In this context, 

responsiveness is not just responding to 

customer needs, but also involves the 

ability to accommodate their hopes and 

desires. As a service quality parameter, 

responsiveness emphasizes the 

importance of effective interaction 

between service providers and the public, 

creating an environment where services 

are adapted to the dynamics and 

development of customer needs. 

Therefore, increasing responsiveness is 

considered a key step in increasing 

customer satisfaction and strengthening 

the relationship between service 

providers and society. 

According to Sugiandi, as quoted by 

[6], responsiveness includes the concept 

of the ability of state officials to face and 

predict new aspirations, developments, 

demands and knowledge. In this context, 

the bureaucracy is expected to be able to 

respond quickly in order to carry out their 

duties and functions as service providers. 

Responsiveness is not only concerned 

with responding to current needs, but 

also involves the ability to anticipate 

change and understand societal 

dynamics. The importance of 

responsiveness in bureaucracy can be 

seen as an effort to maintain the relevance 

of public services to the ever-changing 

dynamics of society. The ability to 

respond quickly to developments and 

community aspirations is the key to 

increasing service effectiveness and 

strengthening relations between state 

officials and the public. Thus, the concept 

of responsiveness reflects a commitment 

to continue to adapt and meet community 

expectations in the delivery of public 

services. 

Responsiveness, as explained by 

Dwiyanto in [7], includes the 

bureaucracy's ability to actively recognize 

community needs, formulate service 

agendas and priorities, and design service 

programs that suit community needs and 

aspirations. This responsiveness requires 

that the bureaucracy can provide fast and 

relevant responses to the development of 

community needs and expectations. 

Furthermore, the concept of 

responsiveness emphasizes the 

importance of compatibility between the 

services provided by the bureaucracy and 

the dynamics of society. This means that 

the bureaucracy must have the skills to 

identify changes in community needs and 
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demands, so that the service programs 

developed can provide maximum 

benefits and have a positive impact on the 

community. With good responsiveness, 

the bureaucracy can build close 

relationships with the community, create 

trust, and increase satisfaction with the 

services provided. 

2.3 Service Satisfaction 

According to Kotler, as quoted by [8], 

the concept of satisfaction (satisfaction) 

can be interpreted as a feeling of pleasure 

or disappointment experienced by 

someone after comparing the product 

performance they feel (or the results 

obtained) with their previous 

expectations. Basically, this satisfaction 

arises when the performance of a product 

matches, even exceeds, the expectations 

that have been formed by consumers. If 

the product performance is far from the 

expectations that have been formed, then 

consumers tend to feel dissatisfied. 

Conversely, if the product performance 

meets expectations, consumers will feel 

satisfaction. Furthermore, if the product 

performance exceeds expected 

expectations, the level of consumer 

satisfaction will be higher, even reaching 

a very high level of satisfaction or 

satisfaction. Thus, the level of consumer 

satisfaction is closely related to the extent 

to which the product is able to meet, even 

exceed, the expectations that consumers 

have previously established. 

According to [2], customer 

satisfaction can be formulated as the 

result of the process of purchasing and 

using a product or service, which is 

measured by comparing the rewards or 

benefits obtained with the purchase costs, 

as well as by considering previously 

anticipated consequences. In this context, 

customer satisfaction arises when 

customers feel that the benefits or value 

they get from the product or service is 

comparable or even exceeds the costs 

incurred, in accordance with the 

expectations or anticipations they had 

previously had. Thus, customer 

satisfaction does not only depend on 

financial aspects, but also involves the 

customer's experience and perception of 

the added value provided by the product 

or service. 

According to [9], public satisfaction 

can be defined as the response given by 

the public to the discrepancy between the 

level of expectations they have and the 

actual performance they feel after 

utilizing public services. In this context, 

public satisfaction arises when people feel 

that the public services they receive are in 

line with or even exceed their 

expectations. This response reflects the 

public's evaluation of the quality and 

effectiveness of services provided by 

government agencies or public 

institutions. Thus, public satisfaction is 

not only related to people's expectations, 

but also to their actual experience in 

utilizing public services. 

 

3. METHODS  

This research used a quantitative 

method approach, involving 76 respondents 

as research samples. The sampling technique 

applied was Accidental Sampling, where 

respondents were selected by chance or based 

on their availability at the time the research 

was carried out. A quantitative approach 

allows researchers to collect data in the form 

of numbers or statistics, while Accidental 

Sampling is used to select respondents 

without prior planning, emphasizing their 

availability at the time the research takes 

place. The combination of quantitative 

methods and accidental sampling techniques 
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is expected to provide a comprehensive 

picture in answering the research questions 

asked. 

 

4. RESULTS AND DISCUSSION 

Based on the results of the feasibility 

test, it was found that the R Square value in 

this study was 0.737, which is equivalent to 

73.70%. This value indicates that the Quality 

of Administrative Services (X1) and the 

Responsiveness of Officers (X2) contribute 

73.70% to the dependent variable, namely 

Service Satisfaction at the Village Office (Y). 

Meanwhile, the remaining 26.30% indicates 

that there are other factors outside the Quality 

of Administrative Services and 

Responsiveness of Officers that influence this 

research.

 

Table 1. Regression Test Results 

Variable Standardized 

Coefficient Beta 

Q sig Information 

Constant 

Quality of 

Administrative Services 

Officer Responsiveness 

 

1,977 

0.318 

0.591 

 

1,090 

3,445 

6,412 

 

0.279 

0.001 

0,000 

 

 

Significant 

Significant 

 

4.1 The Influence of Administrative 

Service Quality on Service Satisfaction 

The results of the analysis show that 

there is a positive and significant relationship 

between Administrative Service Quality (X1) 

and Service Satisfaction (Y). These findings 

confirm the results of 

[10],[11],[12],[12],[1],[13],[14]. 

These findings show that the higher 

the level of quality of administrative services 

provided, the higher the level of service 

satisfaction felt by the community. The 

quality of administrative services covers 

various aspects, including efficiency, clarity of 

information, timeliness, and accuracy of 

administrative procedures. The level of 

service satisfaction felt by the public tends to 

increase along with the increase in the quality 

of the administrative services provided. The 

quality of administrative services involves a 

number of aspects that play a crucial role in 

shaping the public's positive perception of the 

services provided by an agency or 

organization. These aspects involve 

operational efficiency, clarity of information 

conveyed, timeliness in handling 

administrative processes, and accuracy in 

carrying out administrative procedures. 

Operational efficiency is one of the 

key elements in determining the quality of 

administrative services. When agencies or 

organizations are able to provide services 

efficiently, this creates a smooth and positive 

experience for the community. Clarity of 

information is also an important factor, where 

the delivery of information that is clear and 

easy to understand by the public can increase 

their trust and satisfaction with the services 

they receive. Timeliness in handling 

administrative processes creates the 

impression that the agency or organization 

has discipline and responsibility in providing 

services. In addition, accuracy in carrying out 

administrative procedures ensures that the 

services provided are in accordance with 

community standards and expectations. 

Thus, the overall quality of 

administrative services which includes 

efficiency, clarity of information, timeliness 

and accuracy of administrative procedures 

are important pillars in achieving optimal 

levels of service satisfaction. Focusing on 

improving and developing these aspects can 

be an effective strategy for increasing public 

trust and satisfaction with the administrative 

services provided. With these results, it can be 

concluded that providing quality 

administrative services by an institution or 

organization can have a positive impact on 

public perception and satisfaction with these 
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services. Therefore, improvements or 

improvements in aspects of the quality of 

administrative services can be a strategic 

focus to increase the overall level of 

community satisfaction. 

4.2 The Influence of Officer 

Responsiveness on Service Satisfaction 

The results of the analysis show that 

there is a positive and significant relationship 

between Officer Responsiveness (X2) and 

Service Satisfaction (Y). These findings 

confirm the results of 

[10],[11],[5],[15],[16],[17],[18],[19],[13],[20],[21

],[22]And[23]. 

These findings confirm that officer 

responsiveness includes the ability and 

willingness of officers to provide quick and 

effective responses to community needs, 

questions or requests. In other words, the 

more responsive the officers are in providing 

services, the higher the level of satisfaction felt 

by the community. 

Officer responsiveness reflects the 

extent to which officers are able and willing to 

respond quickly and effectively to various 

needs, questions or requests submitted by the 

public. This concept highlights the availability 

and skills of officers in responding 

responsively to every situation or need that 

may arise from the services provided. In other 

words, when officers are able to be 

responsive, namely by providing adequate 

answers or solutions quickly, this has a 

positive impact on the level of satisfaction felt 

by the community. 

The success of officers in providing 

responsive services creates a positive 

experience for the people served. This not 

only includes the technical ability to provide 

appropriate responses but also involves 

aspects of empathy and concern for 

individual needs. With high responsiveness, 

officers can make a positive contribution to 

the public's feelings of satisfaction and trust in 

the services provided by the relevant agency 

or organization. Therefore, officer 

responsiveness is not only a performance 

indicator, but also a key element in creating a 

positive relationship between servants and 

service recipients. 

This conclusion provides an 

indication of the important role of officers in 

providing services that are fast and 

responsive to community needs. Officer 

responsiveness is not only an indicator of 

performance, but also has a direct influence 

on customer satisfaction or the community 

served. Therefore, to increase the level of 

service satisfaction, focusing on increasing 

officer responsiveness could be an effective 

strategy. 

 

5. CONCLUSION 

 The quality of administrative 

services has a significant influence on service 

satisfaction at the village office. This confirms 

that the level of quality of administrative 

services provided by the village office as a 

whole contributes to the level of service 

satisfaction felt by the community. 

Officer responsiveness has a 

significant effect on service satisfaction at the 

village office. Officer responsiveness includes 

the extent to which officers at the village office 

respond to community needs and questions 

quickly and efficiently. These results show 

that the more responsive the officers are, the 

higher the level of service satisfaction felt by 

the community at the village office. 

Thus, both the quality of 

administrative services and the 

responsiveness of officers have an important 

role in shaping the community's positive 

perception of services at the village office. 

Improvements in these aspects can be an 

effective strategy in increasing service 

satisfaction and strengthening relationships 

between village offices and communities. 
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