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ABSTRACT: This study aims to find the influence of work ethic, employee competence and service quality on
the satisfaction of the State Civil Apparatus for the Services of the Regional officialdom board of West Sumatra
Province. The method used in this research is quantitative research with survey and descriptive approaches.
The population in this study is the State Civil Apparatus of West Sumatra Province based on Regional
Apparatus Organization (OPD), with amount 20,244 people. The sample used was 100 people using the
purposive sampling technique. The data analysis technique was multiple linear regression. The results showed
that: (1) work ethic has a positive and significant effect on satisfaction State Civil Apparatus for the Services of
the Regional Officialdom Board of West Sumatra Province, (2) Employee competence has a positive and
significant effect on the satisfaction of the State Civil Service Apparatus for the Service of the Regional
Officialdom Board of West Sumatra Province, (3) the quality of service has a positive and significant effect on
the satisfaction of the State Civil Apparatus for the Services of the Regional Officialdom Board of West Sumatra
Province, (4) Work ethic, competence employees and service quality together have a significant effect on the
satisfaction of the State Civil Apparatus for the Services of the Regional Officialdom Board of West Sumatra
Province.
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1. INTRODUCTION

To make good government (governance good) can be realized through good service from government
performance. According to Law no. 25 of 2009, concerning public services is a series of activities to fulfill
service needs based on the legislation for all citizens and residents for goods, services, or administrative
services. This effort is continuous, all the time and implement by all government officials. In Law number 5 of
2014, realizing the state civil apparatus is part of bureaucratic reform, in which the state civil apparatus is
obliged to manage and develop itself, be responsible for its performance and apply performance principles in
the implementation of the management of the State Civil Apparatus.

The quality of public services can be improved by improving the performance of government officials, which
are expected to provide a level of public satisfaction. Superior performance shows the behavior of government
officials who can provide good service. This means that the performance of the State Civil Apparatus can be
seen from the satisfactory service to service users or the public, including the Regional Officialdom Board of
West Sumatra Province.

Satisfaction is an attempt to make something adequate will arise if expectations and reality equal or exceed
the desired expectations (Tjiptono and Chandra, 2016: 204). In the process of providing public services by the
Regional Officialdom Board of West Sumatra Province, based on the results of a survey preliminary through
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interviews with 30 West Sumatra State Civil Servants, it shows that the assessment of the State Civil Apparatus
of public services carried out by the Regional Officialdom Board of West Sumatra Province is broadly stated not
satisfied with the assessment 654%. In terms of service procedures by 43%, service time by 60%, employee
competence by 47%, employee behavior in providing services by 67% and handling complaints, suggestions
and input to employees by 53%. Meanwhile, overall public satisfaction with public services in the Regional
Officialdom Board of West Sumatra Province was 46% in the satisfied category. This indicates that the services
at the Regional Personnel Board of West Sumatra Province still need to be assessed so the satisfaction of the
State Civil Apparatus for services will increases.

Many factors affect the satisfaction of the State Civil Apparatus. According to Sabirin, et al. (2020), work ethic
has a significant effect on job satisfaction of state civil servants. Employee work ethic was chosen for research
because based on the observations, the employee's work ethic was still not good. Indications of a lack of good
work ethic are related to employee attitudes in carrying out work, including employee accountability regarding
their work which is still lacking, there are still employees who procrastinate staffing services, frequent delays in
fulfilling various personnel service rights and the administrative service process is still stagnant so the service
procedures that have been set are not going well. This will have an impact on the satisfaction of the State Civil
Apparatus as a recipient of services from the West Sumatra Province Officialdom Board. Ardiansyah's research
(2017) found that work ethic has a positive and significant effect on job satisfaction. Other research conducted
by Monoarfa et al. (2020) states that work ethic affects job satisfaction.

Another factor that affects the satisfaction of the State Civil Apparatus is the competence of employees. The
low competence of employees can be seen from the results of a pre-survey conducted by researchers at the
Regional Officialdom Board of West Sumatra Province, showing that 6 people (20%) of employees stated that
their knowledge and skills did not support their work, 8 people (27%) of employees stated their educational
background are not suitable with the current job,12 people (40%) employees stated that it was difficult to
come up with new ideas for the progress of the organization, and lastly, 4 people (13%) employees stated that
they had never attended any skills training held by the organization. The low competency of employees is also
caused by the competency standards for the position of employees that have not been implemented optimally,
this is because the expertise specifications are still based on the educational background of employees so that
their suitability for work cannot be fully guaranteed. Badjamal's (2014) research found that competence has a
significant effect on satisfaction. Research by Ichsan et al. (2016) found that employee competence has a
positive and significant effect on community satisfaction.

In addition to work ethic and employee competence, service quality is thought to affect the satisfaction of the
State Civil Apparatus. The quality of service is a comparison between the services that are expected to be
received by a person or several people and/or the community in general with the services provided by the
Regional Officialdom Board of West Sumatra Province. The survey results of 30 State Civil Servants who
received services showed that most of the State Civil Servants felt that the quality of service was still not as
expected and needed to be improved, this can be seen that the perception of the State Civil Apparatus on the
quality of service The employees of the Regional Personnel Board of West Sumatra Province as a whole are still
quite good with an average score of 75%.

This indicates the need for improvement in service quality. Besides, the results of interviews conducted by
researchers with the State Civil Apparatus can be concluded that the quality of services provided is still not
optimal, it can be seen from (1) low responsibility, (2) accountability of employee performance in providing
services is not implemented based on norms valid, (3) time certainty, cost, correct and precise service accuracy,
responsibility for the implementation and settlement in the implementation of public services still need to be
improved, and (4) there is still a lack of discipline, courtesy and friendliness in providing services, especially in
data provision. data and formations required by the State Civil Apparatus. Research conducted by Pramulaso
(2020) found that service quality has a significant effect on community satisfaction. Another research
conducted by Hermawati (2018) shows that service quality has a positive and significant effect on customer
satisfaction.
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Satisfaction of the State Civil Apparatus

Satisfaction refers to the general attitude of the individual towards the work that is being undertaken or
carried out. The opinion of Tjiptono and Chandra (2016: 204) that satisfaction is an attempt to fulfill something
or make something adequate. The opinion of Abdullah and Francis (2015: 38) that satisfaction is a comparison
between individual feelings about product performance and expectations. Meanwhile, Lupiyoadi (2013: 212-
228) defines satisfaction as a statement of the feelings of an individual regarding the performance of the
product or service it receives as expected. According to Kotler and Keller in Hermawati (2018) satisfaction is a
feeling of pleasure or disappointment that arises from the comparison of product performance against their
expectations. If the product's performance fails to meet expectations, the customer will not be satisfied.
Conversely, if the product performance is as expected, then the customer will be satisfied. Meanwhile, the
opinion of Swastha (2012: 121) states that satisfaction is an individual desire that aims to gain satisfaction,
where the desire is created or encouraged before fulfilling a motive. The creation of desires in each person is
different or in the surrounding environment. Ulumudin (2014) states that satisfaction is people's perception of
the reality of the existing reality compared with existing expectations. Or there is a difference between
people's expectations of a service by a service provider. Ulumudin (2014) states that community satisfaction
with services is characterized by several indicators, namely: 1) transparency, 2) accountability, 3) conditional, 4)
participatory, 5) equality of rights, and 6) balance of rights and obligations.

Work

Moeheriono'sEthic (2014: 35) defines a work ethic as a work spirit or a sense of work that shows a passion for
collaboration, debate and achievement, so that they can reap real results and contribute to the progress of the
organization and the nation. Another opinion is expressed by Darodjat (2015: 77), that work ethic is a set of
positive behaviors and a foundation that includes the motivation that drives them, main characteristics, basic
spirit, basic thoughts, code of ethics, moral code, code of behavior, attitudes, aspirations. , beliefs, principles
and standards. Sinamo (2011: 26) states that work ethic is a set of positive behaviors rooted in fundamental
beliefs accompanied by total commitment to an integral work paradigm. Sinamo in Priansa (2016: 286-290),
argues that there are 8 elements of a work ethic, namely: 1) work is a gift, 2) work is a mandate, 3) work is a
calling, 4) work is actualization, 5) work is worship, 6) work is art, 7) work is honor, and 8) work is service.

Competency of Employees

Spencerin Moeheriono (2014: 5) suggests that competence is a characteristic that underlies a person about
the effectiveness of individual performance in their work or basic characteristics of individuals who have a
causal relationship or as a cause-and-effect with criteria that are used as a reference, are effective or have
excellent or superior performance. at workplace. In the opinion of McClelland in Rivai (2014: 230), competence
is a fundamental characteristic that a person has that directly affects or can predict excellent performance, in
other words, competence is what outstanding performers do more often in more situations with better results
than what the performers do average performers".

Opinion Marwansyah (2016: 36) competence is a combination of knowledge, skills, attitudes and other
personal characteristics needed to achieve success in a job, which can be measured using agreed standards,
and which can be improved through training and development. Spencer in Moeheriono (2014: 5) states that
employee competency indicators, namely: 1) character, 2) motive, 3) self-concept, 4) knowledge, and 5) skills.

Quality of Service

The definition of public service is an activity or series in the framework of fulfilling service needs following
statutory regulations for every citizen and resident for goods, services and / or administrative services
provided by public service providers (Ministerial Regulation PAN and RB Number 36 of 2012). UU no. 25 of
2009 concerning service public is a series of activities in the framework of fulfilling service needs following
statutory regulations for every citizen and resident of goods, services or administrative services provided by
public service providers.
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Conceptual Framework

Kotler and Keller (2016: 190) state that if the service received or felt is as expected by the customer, then the
customer will be satisfied. Meanwhile, if the service received or felt is far below the customer's expectation,
the customer will be disappointed. According to Lewis and Booms in Tjiptono and Chandra (2016: 125), service
quality is a measure of how well the level of service provided can match customer expectations. Zeithaml, et al
in Tjiptono and Chandra (2016: 137) states there are five dimensions as follows: 1) the reliability(reliability), 2)
responsiveness(responsiveness), 3) a guarantee(assurance),4) empathy(empathy), and 5) tangible(tangibles).
The conceptual framework in this research can be seen in Figure 1 below:

2. RESEARCH METHOD

The research conducted by researchers in this study is descriptive and survey with a quantitative approach.
The population in this study were all State Civil Servants of West Sumatra Province based on the Regional
Apparatus Organization (OPD), amounting to 20,244 people and the sample used was 100 respondents with
purposive sampling technique were sampling with certain considerations. The operational definition of the
variables studied is:

Work ethic (X;) is a person's perspective in addressing, doing and acting at work, with the will of the
organization, agency or company so that work can be carried out properly. The indicators of work ethic in this
study according to Sinamo in Priansa (2016: 286-290) are work is a gift, work is a mandate, work is a calling,
work is actualization, work is worship, work is art, work is honor and work is service. Employee competence (X,)
is the knowledge, attitudes and skills possessed by employees to carry out professional tasks with full
responsibility. The employee competency indicators that researchers use in this study according to Spencer in
Moeheriono (2014: 5) used in this study are character, motive, self-concept, knowledge and skills.

Quality of service (X3) is an effort to fulfill the needs and desires of the State Civil Apparatus and the accuracy
of its delivery to match the expectations of the State Civil Apparatus. Indicators of service quality in this
research by Zeithaml, et al in Tjiptono and Chandra (2016: 137) in this study is the reliability(reliability),
responsiveness(responsiveness), assurance(assurance), empathy(empathy), and intangibles(tangibles).
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Satisfaction of the State Civil Apparatus (Y) is the feeling of pleasure or disappointment of the community that
arises from comparing the perceived performance of the service against the public's expectations of the
service. The indicators of satisfaction of the State Civil Apparatus in this study according to Ulumudin (2014)
are transparency, accountability, conditionality, participation, equality of rights and balance of rights and
obligations. This study used validity, reliability test, normality test, multicollinearity, heteroscedasticity test,
analysis coefficient of determination (R2), partial test t and test simultaneously F.

Research Results
The results of the study using SPSS are as follows:

Table 2.Multiple Linear Regression Analysis

Variable Regression t Significance
Coefficients
work ethic 0,146 2,511 0,014
Competence of employees 0.195 2,747 0,007
Quality of service 0.258 3.111 0.002
Constant 17.540

Source: Results of respondents were processed, 2020

Based on the results of the regression Table 7 above, it can be determined the multiple linear regression
equation in this study as follows:

Y =17.540 + 0.146 X, + 0.195 X, + 0.258 X;

The interpretation of the regression equation obtained is as follows:

1. Constant of 17.540 states that if the variable is ethos work (X;), employee competence (X,) and service
quality (X3) are considered constant or neglected, so the satisfaction of the State Civil Apparatus (Y) is
17.540.

2. The regression coefficient for work ethic (X;) is 0.146, meaning that if other independent variables have a
fixed value and work ethic has increased by 1 unit of weight, then the satisfaction of the State Civil
Apparatus will increase by 0.146, as well as in the opposite situation. The positive coefficient means that
work ethic has a positive effect on the satisfaction of the State Civil Apparatus.

3. The employee competency regression coefficient (X,) is 0.195, meaning that if other independent variables
have a fixed value and employee competency has increased by 1 unit of weight, then the satisfaction of
the State Civil Apparatus will increase by 0.195, as well as in the opposite situation. A positive coefficient
means that employee competence has a positive effect on the satisfaction of the State Civil Apparatus.

4. The service quality regression coefficient (X3) is 0.258, meaning that if other independent variables have a
fixed value and the quality of service has increased by 1 unit of weight, then the satisfaction of the State
Civil Apparatus will increase by 0.258, as well as in the opposite situation. The positive coefficient means
that service quality has a positive effect on the satisfaction of the State Civil Apparatus.

The t-test (Partially)

Hypotheses 1, 2 and 3 in this study were tested for truth by using a partial test. Testing is done by looking at

the level of significance (p-value), if the level of significance generated from the calculation is below 0.05, the

hypothesis is accepted, on the contrary, if the significance level of the calculated results is greater than 0.05,

the hypothesis is rejected.

1. Effect of Work Ethics on Satisfaction of State Civil Servants for Regional Officialdom Board Services of West
Sumatra Province. From the results of the study, the regression coefficient is 0.146, and the value of
count >t table (2.511> 1.984) with a significance of 0.014 < a 0.05, then H1 is accepted. It can be concluded
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that work ethic has a positive and significant effect on the satisfaction of the State Civil Apparatus for the
Services of the Regional Officialdom Board of West Sumatra Province. This means that the higher the work
ethic, the satisfaction of the State Civil Apparatus will increase. Conversely, the lower the work ethic, the
lower the satisfaction of the State Civil Apparatus.

2. Effect of Employee Competence on Satisfaction of State Civil Servants for Regional Officialdom Board
Services of West Sumatra Province.
The results showed that the regression coefficient value was 0.195 and the value of t count> t table (2.747>
1.984) with a significance of 0.007 < a 0.05, then H2 was accepted. It can be concluded that employee
competence has a positive and significant effect on the satisfaction of the State Civil Apparatus for the
Services of the Regional Officialdom Board of West Sumatra Province. This means that the higher the
competence of employees, the satisfaction of the State Civil Apparatus will increase. Conversely, the lower
the employee competency, the lower the satisfaction of the State Civil Apparatus.

3. The Effect of Service Quality on the Satisfaction of State Civil Servants for the Services of the Regional
Officialdom Board of West Sumatra Province.
The results showed that the regression coefficient value was 0.258 and the value of t count> t table (3.111>
1.984) with a significance of 0.002 < a 0.05, then H3 was accepted. It can be concluded that service quality
has a positive and significant effect on the satisfaction of the State Civil Apparatus for the Services of the
Regional Officialdom Board of West Sumatra Province. This means that the higher the quality of service, the
satisfaction of the State Civil Apparatus will increase. Conversely, the lower the quality of service, the lower
the satisfaction of the State Civil Apparatus.

F Test (Simultaneously)
Table 8. Test Results F

N Df Mean Square Fcount Sig
100 3 377,506 61,167 0,000
Data source: Results of processed respondents' answers, 2020

In table 8, the value of F count > Ftable (61,167> 2.70) with a significance of 0.000 <0.05 (alpha), then H4 is
accepted. This means that the variables of work ethic, employee competence and service quality together
have a significant effect on the satisfaction of the State Civil Apparatus for the Services of the Regional
Officialdom Board of West Sumatra Province.

Discussion of the Influence of Work Ethics on Satisfaction of State Civil Apparatus On the Regional
Officialdom Board of West Sumatra Province

Based on the results of data analysis, then following the hypothesis that the effect on the work ethic
Apparatus satisfaction over the State Civil Service Regional Officialdom Board of West Sumatra Province. This
shows that satisfaction can be influenced by work ethic. Descriptive analysis shows that the indicator with the
lowest TCR is work is vocation. This means that the seriousness of employees in doing work, as well as doing
work following predetermined work procedures is still low. For that, the need for an increase in work
indicators is a call so that the satisfaction of the State Civil Apparatus will increase. The results of multiple
regression analysis by conducting the t-test obtained the value of the sig variable X; = 0.014 <0.05 so that H1
was accepted, which means that partially work ethic has a positive and significant effect on the satisfaction of
the State Civil Apparatus for the Services of the Regional Officialdom Board of West Sumatra Province. This
means that the higher the work ethic, the satisfaction of the State Civil Apparatus will increase. Conversely, the
lower the work ethic, the lower the satisfaction of the State Civil Apparatus. The results of this study are in line
with Ardiansyah's research (2017) which found that work ethic has a positive and significant effect on job
satisfaction. Other research conducted by Monoarfa et al. (2020) states that work ethic affects job satisfaction.

The Effect of Employee Competence on Satisfaction of the State Civil Apparatus On the Service of the
Regional Officialdom Board of West Sumatra Province.
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The results of the analysis of the data results and following the proposed hypothesis, namely employee
competence affect the satisfaction of the State Civil Apparatus for the Services of the Regional Officialdom
Board of West Sumatra Province. This shows that satisfaction can be influenced by employee competence.
From the results of the descriptive analysis, it was found that the indicator that had the lowest TCR value of
the employee competency variable was character. This means that there are still many employees who are not
open to receiving criticism and suggestions, as well as a work atmosphere that is not conducive so that there
needs to be an increase in character indicators so that the satisfaction of the State Civil Apparatus for the
services of the Regional Officialdom Board of West Sumatra Province can be increased.

Based on the results of multiple regression analysis by conducting the t-test, it was found that the value of the
sig variable X, =0.007 <0.05 so that H2 was accepted, which means that partially employee competence has a
positive and significant effect on the satisfaction of the State Civil Apparatus for the Services of the Regional
Officialdom Board of West Sumatra Province. This means that the higher the competence of employees, the
satisfaction of the State Civil Apparatus will increase. Conversely, the lower the employee competency, the
lower the satisfaction of the State Civil Apparatus. This study is in line with the research of Badjamal (2014)
which found that the factors that influence satisfaction are competence and facilities. Other research
conducted by Indah and Ustadi (2018) proves that there is a significant influence between competence on
community satisfaction.

The Influence of Service Quality on Satisfaction of State Civil Servants for Regional Officialdom Board
Services of West Sumatra Province

Based on the results of data analysis, then according to the hypothesis that service quality affects the
satisfaction of State Civil Apparatus for Regional Officialdom Board Services of West Sumatra Province. This
shows that the satisfaction of the State Civil Apparatus can be affected by the quality of service. The results of
the descriptive analysis show that the indicator with the lowest TCR value is assurance. This means that the
ability of employees to deal with complaints from service users as well as security guarantees while receiving
services need to be improved so that the satisfaction of the State Civil Apparatus will increase.

From the results of multiple regression analysis by performing the t test, it is obtained that the value of the sig
variable X3 = 0.002 <0.05 so that H3 is accepted, which means that partially the workload has a positive and
significant effect on the satisfaction of the State Civil Apparatus for the Services of the Regional Officialdom
Board of West Sumatra Province. This means that the higher the quality of service, the satisfaction of the State
Civil Apparatus will increase. Conversely, the lower the quality of service, the lower the satisfaction of the
State Civil Apparatus. In line with Pramulaso's (2020) opinion, it is evident that service quality affects
community satisfaction. This is supported by research by Ulumudin (2014) which found the same thing that
service quality affects community satisfaction.

The Influence of Work Ethics, Competence, and Service Quality on Satisfaction of State Civil Servants for the
Services of the Regional Officialdom Board of West Sumatra Province

Based on the results of multiple regression analysis by conducting the F test, it was obtained a significant value
of 0.000 <0.05 so that H4 was accepted, which means work ethic, competence , and the quality of service
together has a significant effect on the satisfaction of the State Civil Apparatus for the Services of the Regional
Officialdom Board of West Sumatra Province. From the test of the coefficient of determination, the adjusted R
square value shows 0.646, this indicates that the contribution of work ethic, employee competence and
service quality variables to the satisfaction of the State Civil Apparatus for the Services of the Regional Civil
Service Agency of West Sumatra Province is 64.6% while 35.4% is determined. by other factors not examined
in this study such as organizational image, communication, work motivation and so on.

3. CONCLUSION

Based on the data analysis and interpretation that has been presented in the previous chapter, several
conclusions can be made from the research results as follows: 1) Work ethic has a positive and significant
effect on the satisfaction of the State Civil Apparatus for the Services of the Regional Civil Service Agency of
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West Sumatra Province. That is, the higher the work ethic, the satisfaction of the State Civil Apparatus will
increase. 2) Employee competence has a positive and significant effect on the satisfaction of the State Civil
Apparatus for the Services of the Regional Civil Service Agency of West Sumatra Province. This means that the
higher the competence of employees, the more the State Civil Apparatus increases. 3) Service quality has a
negative and significant effect on the satisfaction of the State Civil Apparatus for the Services of the Regional
Civil Service Agency of West Sumatra Province. This means that the higher the quality of service, the more the
State Civil Apparatus increases. 4) Work ethic, employee competence and service quality together have a
significant effect on the satisfaction of the State Civil Apparatus for the Services of the Regional Civil Service
Agency of West Sumatra Province.
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