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Abstract

This research aims to determine and analyse the effect of human resource compe-
tence and work culture on service quality and community satisfaction in driving
licence services at Police Resort of Mamuju. This research uses a causality-survey
design with a quantitative approach to examine the relationship between variables.
Data were collected through observation, interviews, questionnaires, and documen-
tation, with respondents taken randomly using simple random sampling technique.
From a population of 6485 people who took care of driving licences in 2023, a
sample was drawn using the Slovin formula and simple random sampling technique
and obtained 377 samples. Data analysis using path analysis. The results of research
show that human resource competencies and work culture have a significant influ-
ence on service quality. In addition, service quality proved to be an effective medi-
ator between human resource competencies and work culture with community sat-
isfaction. Although HR competencies and work culture have a significant influence
on service quality, the direct effect of service quality on community satisfaction is
Email Address : more dominant. This shows that good service quality directly contributes more to
community satisfaction than other factors. Improving service quality should be the
78nurdin@gmail.com main focus to achieve higher levels of community satisfaction at Police Resort of
Mamuju. Optimisation of human resource competencies and work culture remain
important, but improvements in service quality were identified as the most effective

variable to achieve maximum community satisfaction /(=) EEE
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1 Introduction

Human resource management (HR) in the context of public services plays a vital role in ensuring the efficiency,
effectiveness, and sustainability of services provided to the public. The concept of HR management in public
services includes planning, developing, empowering, evaluating, and managing the workforce working in var-
ious government agencies. The importance of having qualified and skilled HR in the public service sector can-
not be ignored, because their performance directly affects public satisfaction and trust in the government. HR
management in public services also includes selective recruitment strategies to attract competent and integrity
individuals. In addition, training and development are key aspects to ensure that they have the skills and
knowledge needed to carry out their duties effectively.

Periodic performance evaluations are the basis for improving service quality and providing constructive feed-
back to employees. The application of information technology and innovation in HR management is also an
integral part of improving operational efficiency and providing better services to the public. With a good HR
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management concept in public services, the government can ensure that its organization has quality, competent,
and integrity HR, so that it is able to provide optimal service to the public and build public trust and satisfaction.

The quality of public service delivery is largely determined by the quality of human resources or HR of public
service providers. Law Number 25 of 2009 states that the HR involved in the provision of public services are
supervisors, those in charge, and public service provider organizations. Public service providers are obliged to
carry out evaluations of the performance of implementers in the organizational environment periodically and
continuously. Based on the evaluation results, the organizers are required to make efforts to increase the capac-
ity of the implementers (Miao et al., 2019; Muhiban & Titania, 2023).

The desire of the community as recipients of services certainly wants to be able to feel fair and equitable ser-
vices. Fair and equitable services can only be realized with thorough preparation by government agencies that
can always adapt to social changes and the behavior of the community as the target of their services. With
thorough performance, services to the community become the obligation and responsibility of agencies in
adapting to changes and social needs based on professionalism and human values. As stated in Law Number
25 0f 2009 concerning Public Services, the State is obliged to serve every citizen to fulfill their basic rights and
needs within the framework of public services. Therefore, every apparatus is required to be able to carry out
their duties and functions professionally.

Human resource competence is a very vital and crucial aspect. Success in providing quality services to the
community does not only depend on the sophistication of technology or physical facilities, but is closely related
to the abilities, skills, and professionalism of individuals within the police. Human resource competence in-
cludes a deep understanding of the law, ethics, and effective interpersonal skills. By having competent human
resources, the police can provide services that are more responsive, quality, and in accordance with community
expectations. Public satisfaction with police services will increase significantly when police members have the
ability to deal with various challenges and situations well, provide protection, and communicate effectively
with the community. Therefore, the development of human resource competence is a strategic investment that
not only improves the performance of the police but also strengthens the positive relationship between the
police and the community they serve.

Competence plays an important role in increasing public satisfaction (Gagnon & Fox, 2021), who emphasize
in their research the importance of officers' understanding of public expectations and their job satisfaction in
shaping public perceptions. This is further supported by (Lawton et al., 2000), who found that officer involve-
ment can increase their job satisfaction. Also, research from Larsen (2009) underlines the importance of certain
aspects of behavior, such as response time, visibility, and the quality of the relationship between the police and
the community in driving public satisfaction. Satisfaction is a feeling of pleasure because one's heart's desires
have been fulfilled, satisfaction is a person's feeling of pleasure or disappointment that arises after comparing
their perceptions/impressions. Satisfaction means how far the service provider or organizer in this case is the
government or public service unit can meet the needs of the community so that satisfaction arises. It can be said
that public satisfaction is the ultimate goal of the service process that is in accordance with public expectations
(Tjiptono, 2016).

Several studies have found a significant positive relationship between service quality and customer satisfaction.
The studies that have been conducted (Febrianto & Wibawani, 2022; Sulila, 2021) concluded that service qual-
ity has a direct positive effect on customer satisfaction, with Sulila (2021) reporting an effect of 28.50% and
Febrianto (2022) contributing 17.10%. Likewise, (Sudari et al., 2022) further supports this by showing a sig-
nificant and positive effect of service quality on customer satisfaction. Also, (Cahyono et al., 2023) by
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highlighting the role of online communication and online service quality as a form of service in increasing
customer satisfaction. The findings of this study emphasize the importance of service quality in driving cus-
tomer satisfaction. However, (Gilaninia et al., 2013) in their research stated that although service quality is
important, service quality is not the only determinant of customer satisfaction, but other factors such as expec-
tations and personal perceptions have a major role.

Positive work culture has a significant influence on community satisfaction, because it affects the quality of
service and job satisfaction (Fikri & Frinaldi, 2020). This is very important in organizations, where cultural
values play an important role in organizational satisfaction and commitment. Although the relationship between
work culture and community satisfaction is complex and varies between studies, such as in research (Wahjoedi,
2021) found that work motivation and organizational culture do not have a significant direct effect on employee
performance, while (Paais & Pattiruhu, 2020) reported a positive and significant influence of these factors on
performance. However, Paais also found that it did not have a significant effect on employee job satisfaction.
Also, (Tampubolon & Harati, 2019) found that organizational culture has an influence but is not significant on
job satisfaction. Conversely, (Iskanderov, 2010) found a significant relationship between the type of organiza-
tional culture and employee job satisfaction. These mixed findings suggest that the effect of work culture on
employee satisfaction may not be significant in the context of employee dissatisfaction with their jobs, and
further research on this is needed to fully understand this relationship with employee satisfaction from the work
culture implemented in the workplace.

2 Research Method

This study adopts a causality-survey design with a quantitative approach to examine the relationship between
the variables that are the main focus. In this context, survey methodology is used to collect data from respond-
ents with the aim of analyzing the cause and effect and causal relationships between the variables studied. The
quantitative approach was chosen to allow for a more in-depth statistical analysis of the data obtained, so that
it can produce more objective findings and broader generalizations. Thus, this study specifically focuses on
exploring and understanding the relationship between variables within the framework of a causality survey
design with a quantitative approach as the main methodological basis. This research was conducted at the
Mamuju Police Department, West Sulawesi Province. The selection of the location was based on the fact that
the location was representative to represent the research with the problems that have been described previously.
The research period was carried out for approximately 3 months (April to June 2024). The research population
is a generalization area consisting of a group of objects or subjects that are used as sources of research data.
The population in this study was all people who processed a Driving License (SIM) in the Mamuju Police
Department area for the past 1 year (2023) totaling 6485 people.

3 Result and Discussion

Questionnaire validity testing is very important in research because it helps ensure that the questionnaire or
instrument used to collect data measures what it actually wants to measure in an accurate and reliable manner.
Validity is one of the main aspects of the quality of a research instrument, and the importance of questionnaire
validity testing ensures that the questionnaire effectively measures the concept or variable to be studied. A valid
questionnaire will produce data that can be used to make stronger generalizations to a larger population. More
valid research results can be more easily applied to a wider context. The validity test in this study uses the
Pearson's product moment correlation technique, if r count> r table and has a positive value, then the variable
1s valid, if r count <r table, then the variable is invalid. To find out the value of r table, the t distribution table
is used with the formula df =N - 2, where df =377 -2 =375=0.102. The value 0f 0.102 is used as a comparison
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with the calculated r value obtained through the data analysis process. The results of the validity test can be
described in more detail as follows:

Table 1. Validity value of HR competency variables (X1)

Variabel Indikator r hitung r tabel | Keterangan
X1.1 0.957 0.102 Item valid

X12 0.971 0.102 Item valid

Kompetensi X1.3 0.971 0.102 Item valid
SDM (X1) X1.4 0.962 0.102 Item valid
X15 0.968 0.102 Item valid

X1,6 0.966 0.102 Item valid

Source: SPSS data processing (attached), 2024

Based on the table above, the results of the validity test show that the calculated r value of the indicators
supporting the HR competency variable (X1) is greater than the r table value. Thus, the indicators or
questionnaires used for the HR competency variable (X1) are declared valid for use as a measuring instrument
for the variable.

Table 2. Validity value of work culture variables (X2)

Variabel Indikator r hitung r tabel | Keterangan
X2.1 0.684 0.102 Item valid

Budaya kerja X22 0.938 0.102 Item valid
(X2) X23 0.932 0.102 Item valid

X24 0.908 0.102 Item valid

Source: SPSS data processing (attached), 2024
Based on the table above, the results of the validity test show that the calculated r value of the indicators that
support the work culture variable (X2) is greater than the r table value. Thus, the indicators or questionnaires

used for the work culture variable (X2) are declared valid for use as a measuring instrument for the variable.

Table 3. Validity value of service quality variables (Y1)

Variabel Indikator r hitung r tabel | Keterangan
Y11 0.959 0.102 Item valid

Kualitas pe- Y12 0.976 0.102 Item vall:d
Y13 0.978 0.102 Item valid

layanan (Y1) Y1 0.981 0.102 | Item valid
Y15 0.971 0.102 Item valid

Source: SPSS data processing (attached), 2024

Based on the table above, the results of the validity test show that the calculated r value of the indicators
supporting the service quality variable (Y1) is greater than the r table value. Thus, the indicators or
questionnaires used for the service quality variable (Y1) are declared valid for use as a measuring instrument
for the variable.
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Table 4. Validity value of community satisfaction variable (Y2)

Variabel Indikator r hitung r tabel | Keterangan
Y21 0.962 0.102 Item valid

Kepuasan Y2.2 0.969 0.102 Item valid
masyarakat Y23 0.938 0.102 | Item valid
(Y2) Y24 0.971 0.102 Item valid
Y25 0.972 0.102 Item valid

Source: SPSS data processing (attached), 2024

Based on the table above, the results of the validity test show that the calculated r value of the indicators that
support the public satisfaction variable (Y2) is greater than the r table value. Thus, the indicators or
questionnaires used for the service quality variable (Y2) are declared valid for use as a measuring tool for the
variable.

The influence of human resource competence on service quality in SIM services at the
Mamuju Police

Based on the results of the previous analysis, it shows that human resource
competence has a positive and significant influence on service quality. This result is indicated
by a correlation coefficient value of 0.649 with a significance value of 0.000, meaning that
the higher the competence of human resources (HR) in Polresta Mamuju, the better the
quality of SIM services felt by the community. This result shows the importance of developing
HR competence in Polresta Mamuju to improve service quality, especially in SIM services.

The results of this study are relevant to previous studies conducted by (Akmul et al.,
2023; Nadhifah, 2020; Yuliyanti, 2015). Also, the finding that human resource competence
has a positive and significant effect on the quality of service in SIM services at the Mamuju
Police is reinforced by expert opinions such as Mulyadi (2015) that competence indicates the
achievement and maintenance of a level of understanding and knowledge that allows a
member to provide services with ease and ingenuity. This means that officers with high
competence are able to provide better service, which is characterized by ease and ingenuity
in handling requests and problems faced by the community. The opinion of Kotler & Keller
(2017) is also relevant in this context, stating that service quality is the completeness of the
features of a product or service that has the ability to provide satisfaction for a need. In this
case, the quality of SIM services at the Mamuju Police can be measured by how well the
service meets the needs of the community who need SIM. When HR competency increases,
the service features provided will also be more complete and able to meet the expectations
and needs of the community, thereby increasing their satisfaction. Thus, the opinions of
Mulyadi (2015) and Kotler & Keller (2017) provide a strong theoretical basis for the findings
of this study. High HR competency ensures that services can be provided more easily, while
good service quality ensures that the needs and expectations of the community are met
adequately.

Furthermore, the findings that HR competency, especially attitude, greatly influences
the quality of service at Polresta Mamuiju, are in line with Sudarmanto's opinion (2014) that
competency includes knowledge, expertise, abilities, or individual personal characteristics
that directly affect job performance. In the context of Polresta Mamuju, competencies such
as knowledge of SIM management rules and procedures, skills in handling documents, and
a friendly and helpful attitude are very important to provide quality service. Officers who have
adequate knowledge and skills can carry out their duties more effectively, while a positive
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attitude creates a pleasant service experience for the community. Wyckof's opinion, as
quoted by Tjiptono (2016), adds another dimension related to service quality. Wyckof states
that service quality is the level of expected excellence and control over that level of
excellence to meet customer desires. At Polresta Mamuju, the level of excellence in SIM
services is measured through indicators such as Tangibles, Reliability, Responsiveness,
Assurance, and Empathy. As HR competency increases, the ability to control and maintain
the level of service excellence also increases, meeting and even exceeding customer
expectations.

The influence of work culture on service quality in SIM services at the Mamuju Police

Based on the results of the previous analysis, it shows that work culture has a positive
and significant influence on service quality. This result is indicated by a correlation coefficient
value of 0.333 with a significance value of 0.000, meaning that the better the work culture at
Polresta Mamuju, the better the quality of SIM services felt by the community. This result
shows the importance of work culture at Polresta Mamuju to improve service quality,
especially in SIM services.

The results of this study are relevant to previous studies conducted by (Anom et al.,
2022; Kurnia & Gunawan, 2023; Nurinayah et al., 2023). Also, the findings showing that work
culture has a positive and significant effect on the quality of SIM services at the Mamuju
Police, are reinforced by the opinion of Mangkunegara (2020) that work culture includes
assumptions, values, and norms that direct the behavior of organizational members in
overcoming external challenges and strengthening internal integration. In this regard, a good
work culture at the Mamuju Police provides guidelines for members to provide quality SIM
services, in accordance with the expectations and needs of the community. Also, the opinion
of Tjiptono & Chandra (2012) regarding service quality is also relevant in this regard. They
emphasize service quality as the level of excellence expected and efforts to control and
ensure that this excellence meets customer desires. With a supportive work culture at the
Mamuju Police, members are better able to ensure that the SIM services provided meet the
standards expected by the community, thereby increasing public satisfaction and trust in
police services.

The influence of human resource competence on public satisfaction in SIM services
at the Mamuju Police

Based on the results of the study, it shows that human resource competence has a
positive and significant direct influence on public satisfaction in SIM services at Polresta
Mamuju. This is indicated by a coefficient value of 0.197 with a significance value of 0.000,
meaning that the better the human resource competence of SIM service officers, the higher
the level of public satisfaction with the services provided.

The results of this study are relevant to previous studies conducted by (Gagnon & Fox,
2021), (Lawton et al., 2000), and Larsen (2009). Also, the findings showing a positive and
significant influence of human resource competence on public satisfaction in SIM services at
the Mamuju Police are in line with the opinion of Lovelock et al. (2023) which states that
satisfaction is an attitude that is decided based on the experience gained, that the quality of
interaction and services received by the community plays an important role in shaping their
perception of satisfaction. When SIM service officers demonstrate high competence, the
public tends to have a positive experience, which in turn increases their satisfaction. In
addition, Wibowo (2017) stated that competence is the ability to carry out work or tasks based
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on skills and knowledge supported by an appropriate work attitude. This competence enables
officers to provide efficient and effective services, which are key factors in achieving public
satisfaction.

As the findings on the positive influence of human resource competence on public
satisfaction in SIM services at Polresta Mamuju are also relevant to expert opinions on the
concept of competence and satisfaction, such as Sudarmanto (2014) emphasizing
competence as a combination of knowledge, expertise, abilities, or individual personal
characteristics that directly affect job performance. Related to the research context at
Polresta Mamuju, officer competence which includes knowledge, understanding, skills,
values, attitudes, and motives, plays an important role in improving service quality. This
competence allows officers to carry out their duties effectively and efficiently, which directly
affects the level of public satisfaction. Furthermore, Tjiptono (2016) defines satisfaction as a
response to the evaluation of perceptions of the difference between initial expectations
before purchasing and the actual performance of the product perceived after consuming the
product. In this case, public satisfaction with SIM services at Polresta Mamuju is formed
based on a comparison between their expectations of the services they will receive and the
quality of service they actually feel. When officer competence is high, such as a friendly and
helpful attitude, the public tends to feel that the service received meets or even exceeds their
expectations, so that their satisfaction increases. Thus, high HR competency not only
improves service performance, but also ensures that community expectations are met, in line
with the satisfaction theory put forward by Tjiptono.

The influence of work culture on public satisfaction in SIM services at the Mamuju
Police

Based on the findings, it shows that work culture has a positive and significant
influence directly on public satisfaction in SIM services at Polresta Mamuju. Based on data
analysis, the coefficient value of 0.084 with a significance value of 0.014 indicates that an
increase in work culture has a direct impact on increasing public satisfaction.

The results of this study are relevant to previous studies conducted by (Fikri & Frinaldi,
2020), (Paais & Pattiruhu, 2020) and (Iskanderov, 2010). Also, these findings are reinforced
by the opinion of Gopal (2008) who stated that a strong organizational culture holds a firm
commitment to fulfilling customer satisfaction by making continuous changes. In the context
of SIM services at the Mamuju Police, a good work culture and the discipline applied reflect
the organization's commitment to improving service quality for public satisfaction. In addition,
Kotler's view (2013) emphasizes that satisfaction is a function of perception or impression of
performance and expectations. This is relevant to the findings which show that a positive
work culture increases public satisfaction, because the public feels an increase in service
performance according to their expectations. These two opinions reinforce that a good work
culture and organizational commitment to continuous improvement are important factors in
achieving and maintaining public satisfaction.

The influence of service quality on public satisfaction in SIM services at the Mamuju
Police

Based on the results of the study, it shows that service quality has a positive and
significant direct influence on public satisfaction in SIM services at Polresta Mamuju, with a
coefficient value of 0.701 and a significance level of 0.000. This indicates that improving
service quality directly contributes to increasing public satisfaction. In other words, the better
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the quality of service provided by Polresta Mamuju, the higher the level of satisfaction felt by
the public. This finding emphasizes the importance of focusing on improving service quality
to ensure public satisfaction in SIM services.

The results of this study are relevant to previous studies conducted by (Febrianto &
Wibawani, 2022; Sulila, 2021), (Sudari et al., 2022) and (Cahyono et al., 2023). Also, the
findings of the study which show that service quality has a positive and significant effect on
public satisfaction in SIM services at the Mamuju Police are reinforced by Wyckof's view (in
Tjiptono, 2016). According to Wyckof, service quality is the level of expected excellence and
control over that level of excellence to meet customer desires. This shows that high service
quality is the key to meeting and even exceeding public expectations, which in turn increases
their satisfaction. In addition, the opinion of Lovelock et al. (2023) states that satisfaction is
an attitude that is decided based on the experience gained. This means that the positive
experiences experienced by the public during the SIM service process play an important role
in shaping their attitude of satisfaction. The finding that service quality has a significant influ-
ence on public satisfaction at Polresta Mamuiju is in line with these concepts, emphasizing
the importance of focusing on improving service quality to achieve public satisfaction.

The influence of human resource competence on public satisfaction through service
quality in SIM services at the Mamuju Police

The findings of the study indicate that human resource competence has a positive and
significant direct influence on public satisfaction through service quality in SIM services at
Polresta Mamuju. With a coefficient value of 0.455 and a significance level of 0.000, this
finding indicates that the higher the competence of human resources, the higher the quality
of service provided. This good quality of service in turn increases the satisfaction of the public
who receive SIM services. This shows that increasing human resource competence is an
important factor in efforts to improve service quality and public satisfaction at Polresta
Mamuiju.

The findings of this study show that in terms of HR competency, the ability and skills
of officers in managing SIM services at Polresta Mamuju are very important. High HR com-
petency is reflected in the attitudes of officers who are professional and friendly, which helps
create a comfortable atmosphere for the community taking care of SIM. Competent officers
not only understand the procedures and rules, but are also able to communicate well, provide
clear information, and show a willingness to help, so that the community feels appreciated
and treated well during the SIM processing process.

The influence of work culture on public satisfaction through service quality in SIM
services at the Mamuju Police

Based on the results of this study, it shows that work culture has a positive and sig-
nificant influence on public satisfaction through service quality in SIM services at Polresta
Mamuju. The results of the analysis show that a good work culture in the Polresta Mamuju
environment improves the quality of services provided. This then also has implications for
increasing public satisfaction using SIM services. With an influence coefficient of 0.233 and
a significance level of 0.000, it can be concluded that the work culture implemented at
Polresta Mamuiju plays an important role in ensuring quality services and satisfying the public.

The findings of this study illustrate that in terms of work culture, Polresta Mamuju en-
courages a strong task culture where the main focus is given to achieving work goals and
responsibilities. This kind of work culture not only creates a productive and collaborative work
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environment but also ensures that every member of the organization is fully responsible for
the quality of services provided to the community. This is reflected in their efforts to improve
efficiency and effectiveness in the SIM processing process, by prioritizing accuracy and in-
tegration in every stage of the services they provide. In terms of service quality, the Assur-
ance concept at Polresta Mamuju is very important. The community feels a sense of security
and confidence that the SIM processing process is carried out properly, without unnecessary
obstacles or confusion. Clarity of procedures and the availability of timely information reduce
uncertainty and increase public trust in the services provided by the institution.

4. Conclusions

Based on the findings of this study, it can be concluded that HR competence and work culture at Polresta
Mamuju have a significant influence on the quality of service provided in SIM services. This means that com-
petent HR and work culture can directly improve the quality of service provided to the community. In addition,
through mediation analysis, service quality is also proven to be an effective mediator between HR competence
and work culture with community satisfaction in SIM services. In addition, although HR competence and work
culture have a significant influence on service quality, the direct effect of service quality on community satis-
faction is more dominant. This means that good service quality directly contributes more to community satis-
faction than other factors studied. Thus, from this study it is important for Polresta Mamuju to focus on im-
proving their service quality as a top priority. Optimizing HR competence and a supportive work culture is still
an important step, but improving service quality is identified as the most effective variable to achieve a higher
level of community satisfaction in SIM services at Polresta Mamuju. This means that before achieving maxi-
mum community satisfaction, efforts to improve service quality must be the main focus of the strategy at
Polresta Mamuju.
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