
 

 

DAFTAR ISI 

 

ABSTRAK  .....................................................................................................       i 

ABSTRACK  ..................................................................................................      ii 

KATA PENGANTAR  ...................................................................................     iii 

DAFTAR ISI ..................................................................................................    vii 

DAFTAR TABEL  .........................................................................................     xi 

DAFTAR GAMBAR  .....................................................................................    xv 

 

BAB I PENDAHULUAN 

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

1.2 Identifikasi Masalah  ........................................................................      5  

1.3 Rumusan Masalah  ...........................................................................      6 

1.4 Tujuan Penelitian  ............................................................................      6 

1.5 Kegunaan Penelitian  .......................................................................      7  

1.5.1 Kegunaan Teoritis  ..................................................................      7 

1.5.2 Kegunaan Praktis  ...................................................................      8 

 1.6 Kerangka Pemikiran ........................................................................      8 

 1.7 Hipotesis  .........................................................................................    14 

 

 

BAB II TINJAUAN PUSTAKA 

 2.1 Administrasi  ....................................................................................    16 

       2.1.1 Pengertian Administrasi  .........................................................    16 

       2.1.2 Pengertian Administrasi Negara  ............................................    17 



 

 

 2.2 Pengertian Kualitas Pelayanan  ........................................................    18 

       2.2.1 Konsep Pelayanan Publik  ......................................................    21 

       2.2.2 Pelayanan Publik  ....................................................................    22 

       2.2.3 Faktor-Faktor yang Mempengaruhi Kualitas Pelayanan  .......    25 

       2.2.4 Asas-Asas Pelayanan Publik  ..................................................    26 

       2.2.5 Dimensi Kualitas Pelayanan  ..................................................    27 

 2.3 Kepuasan Masyarakat  .....................................................................    29 

       2.3.1 Konsep Kepuasan Masyarakat  ...............................................    32 

       2.3.2 Faktor-Faktor yang Mempengaruhi Kepuasan Masyarakat  ...    33 

       2.3.3 Aspek-Aspek Kepuasan Masyarakat  .....................................    35 

       2.3.4 Dimensi Kepuasan Masyarakat ..............................................    36 

       2.3.5 Indeks Kepuasan masyarakat  .................................................    37 

      2.4 Hubungan antara Kualitas Pelayanan dengan Kepuasan 

        Masyarakat  .....................................................................................    39 

 

 

BAB III METODOLOGI PENELITIAN 

      3.1 Metode Penelitian  ...........................................................................     41 

 3.2 Populasi dan Sampel  .......................................................................     42 

       3.2.1 Populasi  ..................................................................................     42 

       3.2.2 Sampel ....................................................................................     43 

 3.3 Variabel Penelitian  ..........................................................................     44 

       3.3.1 Variabel Independen  ..............................................................     44 

       3.3.2 Variabel Dependen  .................................................................     45 

 3.4 Teknik Pengumpulan Data  ..............................................................     48 

 3.5 Teknik Analisis Data .......................................................................     50 



 

 

       3.5.1 Uji Validitas  ...........................................................................     52 

       3.5.2 Uji Reliabilitas  .......................................................................     53 

       3.5.3 Analisis Regesi Linear Berganda  ...........................................     55 

       3.5.4 Analisis Koefisien Determinasi  .............................................     56 

       3.5.5 Uji Hipotesis  ..........................................................................     58 

             3.5.5.1 Uji Parsial ......................................................................     58 

             3.5.5.2 Uji Simultan ...................................................................     59 

       3.6 Lokasi, Waktu dan Rancangan Jadwal Penelitian  .........................     60 

       3.6.1 Lokasi Penelitian  ....................................................................     60 

            3.6.2 Waktu Penelitian  ....................................................................     61 

       3.6.3 Rancangan Jadwal Penelitian  .................................................     61   

 

BAB IV HASIL PENELITIAN DAN PEMBAHASAN 

          4.1 Kondisi Objek Penelitian  ................................................................     63 

                4.1.1 Kondisi Umum Dinas Tenaga Kerja Kota Bandung  .............     63 

                4.1.2 Tugas Pokok dan Fungsi Dinas Tenaga Kerja Kota  

                         Bandung  .................................................................................     65 

                4.1.3 Visi dan Misi Dinas Tenaga Kerja Kota Bandung .................     66 

                4.1.4 Tujuan Dinas Tenaga Kerja kota Bandung  ............................     70 

                4.1.5 Struktur Organisasi Dinas Tenaga Kerja Kota Bandung  .......     71 

                4.1.6 Susunan Kepegawaian dan Perlengkapan  ..............................     73 

          4.2 Hasil Penerapan Instrumen Penelitian  ............................................     75 

               4.2.1 Kualitas Pelayanan Pembuatan Kartu Kuning pada Disnaker      75          

               4.2.2 Kepuasan Masyarakat Pembuat Kartu Kuning pada Disnaker    106 

               4.2.3 Pengujian Instrumen Penelitian  ..............................................   136 



 

 

                        4.2.3.1 Uji Validitas  ................................................................   136 

                        4.2.3.2 Uji Reliabilitas  ............................................................   137 

                        4.2.3.3 Analisis Regresi Linear Berganda  ..............................   139 

                        4.2.3.4 Analisis Hasil Koefisien Determinasi  .........................   142 

               4.2.3.5 Uji Hipotesis  ...............................................................   143 

                         4.2.3.5.1 Uji Parsial .......................................................   143 

                         4.2.3.5.2 Uji Simultan  ...................................................   147 

 

BAB V PENUTUP 

          5.1 Kesimpulan  .....................................................................................  148 

          5.2 Saran  ...............................................................................................  150 

 

DAFTAR PUSTAKA  ....................................................................................  152 

LAMPIRAN-LAMPIRAN 

 

 

 

DAFTAR TABEL 

 

Tabel 1.1 Data Pencari Kerja  ..........................................................................      3 

Tabel 3.1 Jumlah Masyarakat yang Membuat Kartu Kuning  .........................    42 

Tabel 3.2 Operasional Variabel  ......................................................................    46 

Tabel 3.3 Hal-hal yang akan diobservasi  ........................................................    49 

Tabel 3.4 Alternatif Jawaban dan Bobot Nilai  ................................................    51 

Tabel 3.5 Jadwal Penelitian  ............................................................................    62 



 

 

Tabel 4.1 Daftar Pegawai menurut Eselon  .....................................................    73 

Tabel 4.2 Pegawai Pelayanan Disiplin Dalam Bekerja  ..................................    76 

Tabel 4.3 Pegawai Pelayanan Terampil/Handal Dalam Bekerja  ....................    78 

Tabel 4.4 Pegawai Pelayanan Ramah/Sopan dan Santun Dalam Bekerja  ......    80 

Tabel 4.5 Pegawai Pelayanan Peduli terhadap Keluhan dari Masyarakat  ......    82 

Tabel 4.6 Akumulasi Jawaban Responden terhadap Dimensi Performance   

                (Kinerja)  ..........................................................................................    84 

Tabel 4.7 Setiap Prosedur Pelayanan Mempunyai Tempatnya 

                  Masing-masing  ..............................................................................    85 

Tabel 4.8 Fasilitas Fisik Pelayanan Sangat Memadai  .....................................    87 

Tabel 4.9 Terdapat Kotak Saran dan Sarana Keluhan Masyarakat  ................    89 

Tabel 4.10 Kemudahan Akses Internet Dalam Pelayanan Pembuatan Kartu 

                  Kuing (AK1)  .................................................................................    91 

Tabel 4.11 Akumulasi Jawaban Responden terhadap Dimensi Fiture (Fitur)     93 

 

Tabel 4.12 Tempat Pelayanan Bersih dan Nyaman  ........................................    94 

Tabel 4.13 Tata Ruang Pelayanan Sangat Bagus ............................................    96 

Tabel 4.14 Tampilan Ruang Pelayanan Sangat Bagus  ...................................    98 

Tabel 4.15 Penampilan Petugas Pelayanan Baik  ............................................  100 

Tabel 4.16 Akumulasi Jawaban Responden terhadap Dimensi Aesthetics  

         (Estetika)  .......................................................................................  102 

Tabel 4.17 Kriteria Tanggapan Responden Berdasarkan Persentase  ..............  103 

Tabel 4.18 Kriteria Tanggapan Responden terhadap Dimensi Kualitas 

         Pelayanan  ......................................................................................  103 

Tabel 4.19 Pegawai Pelayanan Selalu Berada di Tempat Saat Jam Kerja ......  107 



 

 

Tabel 4.20 Masyarakat Dapat Kontak Langsung Dengan Pegawai 

                  Pelayanan  ......................................................................................  109 

Tabel 4.21 Akumilasi Jawaban Responden Dimensi Availibility of Servive 

         (Keberadaan Pelayanan)  ...............................................................  111 

Tabel 4.22 Pegawai Pelayanan Beraksi Dengan Cepat Terhadap Permintaan    

                  Masyarakat  ....................................................................................  112 

Tabel 4.23 Pegawai Pelayanan Tanggung Jawab Dalam Bekerja  ..................  114 

Tabel 4.24 Akumulasi Jawaban Responden terhadap Dimensi Responsiveness 

                  of Service (Ketanggapan Pelayanan)  ............................................  116 

Tabel 4.25 Pekerjaan Pegawai Pelayanan di Selesaikan Dalam Kerangka 

                  Waktu, Sesuai Dengan Perjanjian  .................................................  117 

Tabel 4.26 Pegawai Pelayanan Datang Tepat Waktu, Sesuai Dengan Jadwal 

                  Yang Berlaku  ................................................................................  119 

Tabel 4.27 Akumulasi Jawaban Responden terhadap Dimensi Timeliness of   

         Service (Ketepatan Waktu Pelayanan)  ..........................................  121 

Tabel 4.28 Pegawai Pelayanan Menggunkan Perilaku dan Gaya Profesional 

                  yang Tepat Selama Bekerja  ..........................................................  122 

Tabel 4.29 Pegawai Pelayanan Mempermudah Pelayanan terhadap 

                  Masyarakat  ....................................................................................  124 

Tabel 4.30 Akumulasi Jawaban Responden terhadap Dimensi Profesionalism 

         of  Service (Profesionalisme Pelayanan)  .......................................  126 

Tabel 4.31 Pegawai Pelayanan Memperlakukan Masyarakat Dengan Baik  ...  127 

Tabel 4.32 Pegawai Pelayanan Memperlakukan Sama Semua Proses 

                  Pelayanan Kepada Masyarakat  .....................................................  129 

Tabel 4.33 Akumulasi Jawaban Responden terhadap Dimensi Over All 



 

 

        Satisfaction With Service (Kepuasan Keseluruhan Dengan 

        Pelayanan)  ......................................................................................  131 

Tabel 4.34 Kriteria Tanggapan Responden Berdasarkan Persentase  ..............  132 

Tabel 4.35 Kriteria Tanggapan Responden terhadap Dimensi Kepuasan  

         Masyarakat  ....................................................................................  133 

Tabel 4.36 Hasil Uji Validitas Kualitas Pelayanan (Variabel X)  ...................  136 

Tabel 4.37 Hasil Uji Validitas Kepuasan Masyarakat (Variabel Y)  ...............  137 

Tabel 4.38 Hasil Reliabilitas Kualitas Pelayanan (Variabel X)  ......................  138 

Tabel 4.39 Hasil Reliabilitas Kepuasan Masyarakat (Variabel Y)  .................  138 

Tabel 4.40 Koefisien Regresi dan Uji Signifikansi  ........................................  139 

Tabel 4.41 Histogram ......................................................................................  141 

Tabel 4.42 Hasil Koefisien Determinasi Variabel X1, X2, X3 terhadap 

         Variabel Y  .....................................................................................  142 

Tabel 4.43 Pedoman Untuk Memberikan Interpretasi Koefisien 

         Determinansi  .................................................................................  143 

Tabel 4.44 Koefeisien Regresi Dimensi Performance (Kinerja)  ....................  144 

Tabel 4.45 Koefeisien Regresi Dimensi Features (Fitur)  ...............................  145 

Tabel 4.46 Koefeisien Regresi Dimensi Aesthetics (Estetika) ........................  146 

Tabel 4.47 Uji Simultan (Uji F)  ......................................................................  147 

 

 

 

 

 

 



 

 

DAFTAR GAMBAR 

 

Gambar 1.1 Pola Kerangka Pemikiran  ............................................................     13 

Gambar 3.2 Contoh Hubungan Variabel Independen-Dependen  ...................     46       

 

 


