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HUBUNGAN KUALITAS PELAYANAN DAN KINERJA PEGAWAI
DENGAN KEPUASAN MASYARAKAT DI KANTOR KELURAHAN
BABATAN KOTA SURABAYA

ABSTRAK

Tujuan penelitian ini yaitu menganalisis hubungan antara kualitas pelayanan dan
kinerja pegawai terhadap kepuasan Masyarakat di Kantor Kelurahan Babatan Kota
Surabaya. Metode yang digunakan dalam penelitian ini yaitu kuantitatif. Populasi
penelitian ini adalah masyarakat yang melakukan pelayanan di Kantor Kelurahan
Babatan Kota Surabaya dengan menggunakan teknik purposive sampling sebanyak
100 responden.Hasil penelitian ini menunjukkan bahwa terdapat hubungan yang
signifikan antara kualitas pelayanan dan kepuasan masyarakat, serta antara kinerja
pegawai dan kepuasan masyarakat. Secara spesifik kepuasan masyarakat akan
meningkat apabila kualitas pelayanan dan kinerja pegawai meningkat begitu juga
sebaliknya. Namun masih terdapat faktor lain yang diindikasi dapat menjadi

pengaruh kepuasan Masyarakat.

Kata Kunci: Kualitas Pelayanan, Kinerja Pegawai, Kepuasan Masyarakat
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RELATIONSHIP BETWEEN SERVICE QUALITY AND EMPLOYEE
PERFORMANCE WITH PUBLIC SATISFACTION AT BABATAN
VILLAGE OFFICE, SURABAYA CITY

ABSTRACT

The purpose of this study is to analyze the relationship between service quality and
employee performance on public satisfaction at the Babatan Urban Village Office,
Surabaya City. The method used in this study is quantitative. The population of this
study was the community who provided services at the Kelurahan Babatan Office,
Surabaya City using a purposive sampling technique of 100 respondents. The
results of this study indicate that there is a significant relationship between service
quality and public satisfaction, as well as between employee performance and
public satisfaction. Specifically, public satisfaction will increase if the quality of
service and employee performance increase and vice versa. However, there are still

other factors that are indicated to be able to influence public satisfaction.

Keywords: Service Quality, Employee Performance, Public Satisfaction
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