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PENGARUH INOVASI PELAYANAN DAN KINERJA PEGAWALI
TERHADAP KUALITAS PELAYANAN DI MAL PELAYANAN PUBLIK
(MPP) KABUPATEN KLATEN

ABSTRAK

Pelayanan publik di Indonesia masih menghadapi berbagai permasalahan yang
tercermin dari laporan Ombudsman RI tahun 2024, di mana 45,88% dari 10.846
pengaduan berkaitan dengan pelayanan pemerintah daerah. Permasalahan tersebut
meliputi penundaan berlarut, penyimpangan prosedur, serta rendahnya kompetensi
aparatur. Sebagai upaya reformasi birokrasi, pemerintah mengembangkan inovasi
pelayanan publik melalui pendirian Mal Pelayanan Publik (MPP) sebagaimana
diatur dalam Peraturan Presiden Nomor 89 Tahun 2021. Salah satu MPP dengan
tingkat kunjungan tinggi adalah MPP Kabupaten Klaten, yang diharapkan mampu
memberikan pelayanan cepat, efisien, dan terintegrasi. Namun, masih ditemukan
persoalan yang menunjukkan ketimpangan antara kuantitas dan kualitas pelayanan,
seperti keluhan mengenai lambatnya proses pelayanan, berkurangnya jumlah
instansi, jam operasional yang terbatas, serta pegawai yang kurang tanggap dan
ramah. Penelitian ini bertujuan untuk menganalisis pengaruh Inovasi Pelayanan
(X,) dan Kinerja Pegawai (X,) terhadap Kualitas Pelayanan (Y), baik secara parsial
maupun simultan di MPP Kabupaten Klaten. Metode penelitian yang digunakan
adalah explanatory research dengan pendekatan kuantitatif. Data diperoleh melalui
penyebaran kuesioner kepada 98 responden pengguna layanan MPP Klaten dengan
teknik simple random sampling. Analisis data dilakukan dengan uji validitas
Spearman Rho, uji reliabilitas Cronbach's Alpha, korelasi Kendall Tau (1),
Konkordansi Kendall (W), dan Koefisien Determinasi (R*) menggunakan /BM
SPSS 30 for Windows. Hasil penelitian menunjukkan terdapat hubungan positif dan
signifikan antara Inovasi Pelayanan dan Kualitas Pelayanan sebesar 0,606 (R* =
60,2%) serta antara Kinerja Pegawai dan Kualitas Pelayanan sebesar 0,602 (R? =
56,6%). Secara simultan, kedua variabel berpengaruh positif dan signifikan
terhadap Kualitas Pelayanan sebesar 0,758 (R?* = 67,5%). Meskipun demikian,
peningkatan masih diperlukan pada beberapa aspek, terutama pada indikator
kesesuaian dan ketepatan waktu.

Kata Kunci: Inovasi Pelayanan, Kinerja Pegawai, Kualitas Pelayanan, Mal
Pelayanan Publik
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THE INFLUENCE OF SERVICE INNOVATION AND EMPLOYEE
PERFORMANCE ON SERVICE QUALITY AT THE PUBLIC SERVICE
MALL (PSM) OF KLATEN REGENCY

ABSTRACT

Public services in Indonesia still face various problems, as reflected in the 2024
report by the Indonesian Ombudsman, in which 45.88% of 10,846 complaints were
related to local government services. These problems include prolonged delays,
procedural deviations, and low staff competence. As part of bureaucratic reform
efforts, the government has developed public service innovations through the
establishment of Public Service Malls as regulated in Presidential Regulation
Number 89 of 2021. One of the PSMs with a high number of visitors is the Klaten
Regency PSM, which is expected to provide fast, efficient, and integrated services.
However, issues still exist that indicate an imbalance between the quantity and
quality of service, such as complaints about slow service processes, a decrease in
the number of institutions, limited operating hours, and staff who are not responsive
or friendly. This study aims to analyze the influence of Service Innovation (X1) and
Employee Performance (X,) on Service Quality (Y), both partially and
simultaneously, at the Klaten Regency PSM. The research method used is
explanatory research with a quantitative approach. Data was obtained by
distributing questionnaires to 98 respondents who were users of the PSM Klaten
service, using a simple random sampling technique. Data analysis was conducted
using the Spearman Rho validity test, Cronbach's Alpha reliability test, Kendall Tau
(v) correlation, Kendall's Concordance (W), and the Coefficient of Determination
(R?) using IBM SPSS 30 for Windows. The research results indicate a positive and
significant relationship between Service Innovation and Service Quality of 0.606
(R? = 60.2%) and between Employee Performance and Service Quality of 0.602 (R?
= 56.6%). Simultaneously, both variables have a positive and significant effect on
Service Quality of 0.758 (R? = 67.5%). Nevertheless, improvements are still needed
in some aspects, particularly in terms of suitability and timeliness.

Keywords: Employee Performance, Public Service Mall, Service Innovation,
Service Quality
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