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ABSTRAK

Dalam upaya meningkatkan kepuasan masyarakat, selain meningkatkan
pelayanan, disiplin kerja juga merupakan hal yang perlu dipertimbangkan dalam
suatu instansi melalui kinerja yang maksimal. Setelah memperoleh kepuasan
dengan mempertimbangan beberapa hal seperti kualitas pelayanan, disiplin kerja
dan kinerja pegawai maka masyarakat akan menilai apa yang diperoleh apakah
sudah sesuai dengan yang diharapkan sehingga terwujudlah suatu kepuasan.
Tujuan penelitian ini untuk menganalisis pengaruh kualitas pelayanan dan disiplin
kerja terhadap kepuasan masyarakat melalui kinerja pegawai Polsek Batu Ampar.
Metode penelitian kuantitatif dengan jumlah populasi sebanyak 167 responden,
metode sampel diambil menggunakan tekhnik simple purposive sehingga
didapatkan sampel sebesar 118 responden, peneliti menggunakan software SPSS
25 dalam melakukan penelitian ini. Hasil penelitian menunjukkan bahwa secara
langsung variabel bebas (Kualitas Pelayanan dan Disiplin Kerja) berpengaruh
signifikan terhadap Kinerja Pegawai Polsek Batu Ampar dan Kinrja Pegawai
Berpengaruh positif dan signifikan terhadap kepuasan masyarakat. Secara tidak
langsung variabel Kualitas Pelayanan dan disiplin kerja berpengaruh signifikan
terhadap kepuasan masyarakat akan tetapi tidak melalui kinerja pegawai.

Kata Kunci : Kualitas Pelayanan, Disi[lin, Kinerja dan Kepuasan Masyarakat



ABSTRACT

In an effort to increase community satisfaction, in addition to improving services,
work discipline is also a matter that needs to be considered in an agency through
maximum performance. After obtaining satisfaction by considering several things
such as service quality, work discipline and employee performance, the
community will assess what is obtained if it is in accordance with what is expected
so that a satisfaction is realized. The purpose of this study was to analyze the
effect of service quality and work discipline on community satisfaction through
the performance of Batu Ampar Police Station employees. Quantitative research
methods with a population of 167 respondents, the sample method was taken
using a simple purposive technique to obtain a sample of 118 respondents,
researchers used SPSS 25 software in conducting this research. The results
showed that directly the independent variable (Service Quality and Work
Discipline) had a significant effect on the Performance of Batu Ampar Police
Officers and Employee Performance. The positive and significant effect on
community satisfaction. Indirectly Service Quality variables and work discipline
have a significant effect on community satisfaction but not through employee
performance.

Keywords: Service Quality, Disi [lin, Performance and Community Satisfaction
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