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ABSTRACT

This study aims to analyze the influence of
service quality on public satisfaction with public
trust as a moderating variable in Besulutu Sub-
district, Konawe Regency. The research employs
a guantitative method, collecting data through a
survey of 150 randomly selected respondents.
Data analysis was conducted using SPSS
software. The findings reveal that service quality
has a positive and significant effect on public
satisfaction. Additionally, public trust
significantly moderates the relationship between
service quality and public satisfaction, where
higher trust Strengths the effect of service
quality on satisfaction. This study implies that
improving service quality must be accompanied
by efforts to build public trust to maximize
public satisfaction. The limitations of this study
include its narrow geographical scope and the
cross-sectional design.

Keywords: Service Quality, Public Satisfaction,
Public Trust, Moderation, Besulutu Sub-district

l. INTRODUCTION

Public service is one of the main
indicators of government success in meeting
public needs. The quality of public service not
only influences public satisfaction but also
serves as a benchmark for public trust in the
government. Institutions government. Service
public Which Good expected capable creating a
satisfied, valued, and confident public. However,
issues related to poor service quality remain a
common issue, particularly at the local level.
Besulutu District, Konawe Regency, is one of
the regions in Indonesia facing challenges in
improving the quality of public services.

Service quality refers to the extent to
which the service provided by the provider meets
the expectations of the service recipient.
According to Parasuraman, Zeithaml, and Berry

(1988), the dimensions of service quality include
tangibility, reliability, responsiveness, assurance,
and empathy. These dimensions serve as
important benchmarks for assessing whether
public services can be considered adequate.
Previous research has shown that quality service
Which Good impact directon level satisfaction
society (Zeithaml, Bitner, & Gremler, 2006).
Satisfaction public, in context service public,
defined as level comfort or satisfaction
individual to process and the results of the
service received (Kotler & Keller, 2016).

Although connection between quality
service and satisfaction publich as much
researched, role trust public as variables
moderation Still need more attention. Public trust
is defined as the public's belief in the ability,
integrity, and goodwill of government
institutions to provide fair and transparent services
(Fukuyama, 1995). This trust can strengthen or
weaken the impact of service quality on public
satisfaction. For example, high service quality
will be more meaningful if the public has high
trust in the service institution. Conversely, if
public trust is low, then good service quality may
not be enough to increase public satisfaction
(Kim & Lee, 2012).

In Sub district Besulutu, problem which
often appear is complaint Public concerns about
the lack of responsiveness and empathy from
service  providers.  Furthermore, residents
frequently complain about the lack of transparency
in administrative processes, which impacts their
level of trust in local government. This situation
highlights the need for in-depth research to
understand how service quality influences public
satisfaction, considering public trust as a
moderating factor.

This study aims to analyze the influence
of service quality on public satisfaction in
Besulutu District, Konawe Regency, by

DOI: 10.35629/5252-0707827833

[Impact Factorvalue 6.18| ISO 9001: 2008 Certified Journal  Page 827



\’/\E , International Journal of Advances in Engineering and Management (IJAEM)

—

JAEM

Volume 7, Issue 07 July 2025, pp: 827-833 www.ijaem.net

examining the moderating role of public trust.
Understanding this relationship is expected to
provide relevant policy recommendations to
improve public service quality, build public trust,
and ultimately increase public satisfaction. This
study also contributes to the academic literature by
exploring the role of public trust in strengthening
the relationship between service quality and
public satisfaction.

1. METHODOLOGY

This study uses a quantitative approach
to test the influence of service quality to
satisfaction public with moderation trust public
in Besulutu District, Konawe Regency. The
quantitative approach was chosen because it is
able to measure connection inter variable in a
way systematic and objective through data
numeric which was analyzed using statistical
methods (Creswell, 2014).

Research Design

This research design is both quantitative
and explanatory. Descriptive research is used to
describe service quality, public satisfaction
levels, and public trust in the region. Meanwhile,
explanatory research aims to identify causal
relationships between the variables. Researched,
that is quality service (variable independent),
satisfaction public (dependent variable), and
public trust (moderating variable).

Location and Research Time

The research was conducted in Besulutu
District, Konawe Regency, Southeast Sulawesi.
This location was chosen based on the
consideration that this region faces various

challenges in public services, such as low
responsiveness and a lack of administrative
transparency. The research was conducted over
six months, from January to June 2024. This
period included primary data collection through
surveys, supporting interviews, and data
analysis.

Population and Sample

The population in this study was all
residents in Besulutu District who had received
public services from the sub-district office or
other related institutions. Based on data from the
Central Statistics Agency (BPS) of Konawe
Regency in 2023, the population of Besulutu
District was estimated to be 10,000. To
determine the sample size, the Slovin formula
(Sugiyono, 2017) was used, with a margin of error
of 5%.
n=N1+N(e)2n

With a population (N) of 10,000 and a
margin of error (e¢) of 0.05, the size obtained is
sampleas much as 385 respondents. Technique
taking sample which used is stratified random
sampling to ensure representation of various
demographic groups, such as age, gender, and
education level.

Data collection

The data used in this study consists of
primary and secondary data. Primary data obtained
through survey use questionnaire structured Which
compiled based on the theory of service quality
(Parasuraman, Zeithaml, & Berry, 1988) and
customer satisfaction (Kotler & Keller, 2016).
Questionnaire the consists of three partmain:
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Picture 1 Research Variable
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1. Service Quality: Measuring the dimensions of
tangibility, reliability, responsiveness,
assurance, and empathy using a Likert scale of
1-5 (1 = strongly disagree, 5 = strongly agree).

2. Public Satisfaction: Using indicators such
as satisfaction with the service process,
service results, and the overall experience of
receiving the service.

3. Public Trust: Measuring public perception of
the integrity, competence, and transparency of
public service delivery institutions.

Secondary data was obtained from the
report annual agency government local, Besulutu

District area statistics, and related literature

references.

Test Validity and Reliability

Before collection data main, done test try
questionnaire (pilot test) to 30 respondents were
used to measure the validity and reliability of the
research instrument. Validity testing was
conducted using the Pearson Product-Moment
correlation technique, while reliability was
measured using coefficiental pha Cronbach.
Markalpha which accepted is inon 0.70,
according to Nunnally's standards (1978).

Technique Analysis Data

Data which collected analyzed use
technique statistics descriptive And Inferential
analysis. Descriptive analysis is used to describe
the distribution of demographic data and
respondent characteristics. Inferential analysis is
conducted through a moderated regression test
using approach moderated regression analysis
(MRA). Model MRA allows testing whether
trust public moderate connection between quality
service and public satisfaction. The moderated
regression equation used is:
Y=B0+BLXX+B2M+B3(XXxM)+e
In where:
e Y=Satisfaction public

e X=Quality service
e  M=Trust public
e XxM-=Interaction between quality service
And trust public

e B0, B1, B2, p3=Coefficient regression
e e=Error

Processing data is done use device soft
statistics SPSS version latest to ensure the
accuracy of the analysis results.
Ethics Study

This research was conducted in
accordance with ethical research principles, such
as providing informed consent to respondents,
maintaining the confidentiality of personal data,
and ensuring that participation was voluntary.
Respondents were fully explained the purpose of
the study, their rights as participants, and the use
of the collected data.

1. RESULTS AND DISCUSSION

Results

This study aims to analyze the influence
of service quality on public satisfaction with
public trust as a moderating variable in Besulutu
District, Regency Konawe. Data obtained
through questionnaire which distributed to 385
respondents were selected using stratified
random sampling. Data analysis was conducted
using device soft SPSS For test connection
between variables being researched. Part this
serve results analysis descriptive, test validity
and reliability, as well as results of the
moderated regression test.
1. Analysis Descriptive
Descriptive analysis was conducted to describe
the characteristics of respondents and research
variables.

a. Characteristics Respondents
Distribution characteristics respondents based on
demographics shown on Tablel.

Table 1 Characteristics Respondents

Characteristics Frequency Percentage (%0)
Type Sex

Man 198 51.43

Woman 187 48.57

Age

18-30year 112 29.09

31-40year 145 37.66

41-50year 81 21.04

>50year A7 12.21
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Respondents were predominantly in the
31-40 age group (37.66%), and the majority were
male (51.43%). This reflects the general
demographic distribution of Besulutu District.

b. Description Variables Study
Table 2 serve average score every variables study.

Table 2 Variable Description

\Variables Mean Standard Deviation
Quality Service 4.12 0.58
Satisfaction Public 4.05 0.62
Trust Public 3.89 0.65
AVE KP (X)
—_— 0,62
0,60 AVE KM
AVE KP
@ 061

Picture 2 Average Variance Extracted (AVE)

The average value shows that public
perception of service quality is quite high. (Mean
=4.12), so also with level satisfaction society
(Mean =4.05). However, the average value of
public trust is slightly lower (Mean = 3.89),
which indicates room for improvement.

2. Test Validity And Reliability

Validity testing using Pearson correlation
showed that all questionnaire items had a
correlation value > 0.30, indicating validity
(Sugiyono, 2017). Reliability testing showed the
following Cronbach's Alpha values:

Table 3 Test Validity and Reliability

\Variables

Cronbach’'s Alpha

Quality Service

0.872

Satisfaction Public

0.854

Trust Public

0.867
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Picture 3 Mark Cronbach's Alpha

All Cronbach's Alpha values > 0.70, which indicates that the research instrument is reliable (Nunnally,
1978).

AVE KP (X)

0,62
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Picture 4 Mark Cronbach’s Alpha

Picture 5 Conceptual Framework
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The conceptual framework of this study shows

the relationship between the variables analyzed:

Service Quality (X), Public Trust (Z), and Public

Satisfaction (). This diagram illustrates:

1. Variables Free (Independent): Quality
Service(X1).

o Sub-variables: Tangibles (X1.1), Reliability
(X1.2), Responsiveness (X1.3), Assurance
(X1.4), and Empathy (X1.5).

2. Variables Mediation: Trust Public (Z2).

o Sub-variables: Trust in Integrity (Z1.1),
Competence (Z1.2), and Transparency (Z1.3).

3. Variables Bound (Dependent): Satisfaction
Public (Y1).

o Sub-variables: Satisfaction to Service Public
(Y1l. Results Service (Y1.2), and Service
Experience (Y1.3).

Discussion

The discussion in this research aims to
interpret the research results in depth, link it with
theories which is relevant, And Comparing it
with previous research findings, this study
examines the influence of service quality on public
satisfaction, with public trust as a moderating
variable, in Besulutu District, Konawe Regency.

Results of regression analysis show that
quality of service own influence positive and
significant impact on public satisfaction. The
regression coefficient is 0.689 with a significant
value p<0.00lindicates that improvement quality
service in a way directly contribute to increasing
customer satisfaction. This is in line with the
service quality theory put forward by
Parasuraman, Zeithaml, and Berry (1988), which
states that dimensions quality service, like
reliability (reliability), Power responsiveness,
and empathy (empathy), influence customer
perception regarding the services received.

High public satisfaction shows that the
public services provided in accordance with hope
public. As example, when service
administratively carried out with fast, accurate,
and friendly, public feel more satisfied because
their needs are well met (Kotler & Keller, 2016).
This finding is also consistent with previous
research by Tjiptono and Chandra (2019), who
found that high service quality increases
customer loyalty and satisfaction.

However, these results also indicate that
there is still room for improvement, particularly
in aspects of service quality that received lower
average scores. The Besulutu District
Government can use these findings to evaluate
and improve suboptimal service quality
dimensions.

The results of the study indicate that
public trust moderates the relationship between
service quality and public satisfaction. The
interaction coefficient (X x M) of 0.132 is
significant at p < 0.05, indicating that public trust
strengthens the influence of service quality on
public satisfaction. This means that people who
have a high level of trust in the government tend
to be more satisfied with public services, even if
the service quality is at the same level.

Public trust is considered an important
element in the success of public services
(Bouckaert & Van of Walle, 2003).Trust this
covers belief public confidence in the integrity,
competence, and transparency of government.
When citizens believe that the government is
acting in their interests, they tend to have more
positive evaluations of the services they receive
(Hardin, 2002).

These results support previous research
by Putra and Santoso (2021), which found that
public trust plays a significant role in
strengthening the relationship between service
quality and public satisfaction in the public
sector. Thus, the government Besulutu District
needs to improve transparency, accountability,
and communication to build public trust in a
sustainable manner.

The findings of this study strengthen the
theory of service quality (SERVQUAL) and its
relevance in the context of public services. These
results also provide contribution to the literature
on the role of public trust as a moderator in the
relationship  between service quality and
satisfaction public. This research show that
quality the service that Good No Enough For
increase satisfaction public without existence
trust high public trust. Therefore, this study
offers a new perspective on the importance of
integrating the public trust dimension into the
service quality model.

This research aligns with findings
reported by Kotler and Keller (2016), which
emphasize that trust is a key element in
enhancing customer satisfaction across various
sectors. However, this study expands the
literature by demonstrating the moderating role
of public trust in the context of local government
services. Unlike previous studies that focused
primarily on the private sector, this study offers
important insights into the public sector,
particularly in rural areas such as Besulutu
District.

Although this research makes important
contributions, there are several limitations that
need noticed. First, study this use data cross-
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sectional, so that it cannot definitively identify
causal relationships. Second, this research was
only conducted in Sub district Besulutu, so that
generalization results to region other must be
done with caution. Third, the dimensions of
public trust measured in this study may not cover
all relevant aspects. Further research is
recommended to use longitudinal approach,
expand coverage area research, and develop
more comprehensive measurement instruments.

V. CONCLUSION

This study reveals that service quality
has a significant impact on public satisfaction in
Besulutu District, Konawe Regency. Public trust
has also been shown to moderate the relationship
between service quality and public satisfaction,
with higher levels of trust strengthening the
effect of service quality on public satisfaction.
This underscores the importance of integrating
trust into service quality improvement strategies.
Practical implications of this study suggest that
local governments need to improve reliability,
transparency, and responsiveness in service
delivery, while simultaneously building and
maintaining trust. Public in a way sustainable.
However, study this own limitations on coverage
region which limited And design cross-sectional
Which No allows in-depth causality analysis. For
further research, it is recommended to expand
the research area and use approach longitude in
also that obtained understanding which more
comprehensive.
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