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Penelitian ini bertujuan mengkaji besarnya pengaruh variabel partisipasi dan diskresi terhadap kualitas pelayanan publik, hubungan antara variabel partisipasi dan diskresi terhadap kualitas pelayanan publik. Lokus penelitian pada Dinas Penanaman Modal dan Pelayanan Terpadu Satu Pintu, Kabupaten Bandung Barat (DPMPTSP-KBB). Pendekatan penelitian, dengan metoda kuantitatif, meliputi: pengumpulan data menggunakan kuisioner, observasi, studi pustaka, dokumentasi dan forum group discussion. Analisis data penelitian menggunakan Structural Equation Model-Partial Least Square (SEM-PLS). Hasil penelitian, bahwa variabel partisipasi, diskresi, dan kualitas pelayanan publik, dirasakan secara rata-rata cukup baik oleh responden yang menggunakan pelayanan perizinan di DPMPTSP-KBB. Secara parsial, partisipasi dan diskresi berpengaruh signifikan terhadap kualitas pelayanan publik. Selain itu, partisipasi dan diskresi memiliki korelasi yang signifikan sebesar 61,7% dan sisanya dijelaskan oleh faktor lain. Kesimpulan penelitian, menunjukkan bahwa jika kualitas variabel partisipasi dan diskresi ditingkatkan, maka dapat berpengaruh signifikan terhadap peningkatan kualitas pelayanan publik oleh DPMPTSP-KBB. 

Kata Kunci: Partisipasi, Diskresi, dan Kualitas Pelayanan Publik. 







ABSTRACT

This study aims to examine the effect of participation and discretion variables on the quality of public services, the relationship between participation and discretion variables on the quality of public services. Research locus at the One-Stop Integrated Investment and Services Office, West Bandung Regency (DPMPTSP-KBB). The research approach, with quantitative methods, includes: data collection using questionnaires, observations, literature studies, documentation and group discussion forums. Analysis of research data using Structural Equation Model-Partial Least Square (SEM-PLS). The results of the study, that the variables of participation, discretion, and quality of public services, were felt on average quite well by respondents who used licensing services at DPMPTSP-KBB. Partially, participation and discretion have a significant effect on the quality of public services. In addition, participation and discretion have a significant correlation of 61.7% and the rest is explained by other factors. The conclusion of the study, shows that if the quality of participation and discretion variables is improved, it can have a significant effect on improving the quality of public services by DPMPTSP-KBB.
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