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ABSTRACT 
 
One of the causes of weak public services is the low performance of public services as 
measured by the criticism given by the public regarding the slow service process. There is 
an additional factor that contributes to the cause of weak public services, namely that the 
government in offering this type of public assistance is overly regulated towards formal 
implementation and responsibility. Quantitative methods were applied for this study by 
conducting associative field research. Services excellent at the Bale Madukara Public Service 
Mal (MPP) in Purwakarta is the focus of this associative research. The results of this study 
indicate that partially the independent variable, namely Service Excellent, affects the 
dependent variable, namely Customer Satisfaction at the Bale Madukara Purwakarta Public 
Service Mal (MPP) and simultaneously Services Excellent affects Customer Satisfaction at 
the Bale Madukara Purwakarta Public Service Mal (MPP). And the most dominant indicator 
of services excellent that affects customer satisfaction is the "Appearance" indicator. 
Visitors who come to MPP Bale Madukara Purwakarta are satisfied with the services 
provided in terms of the appearance of the employees who are clean and neat. 
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1. INTRODUCTION 

 
The concept in the implementation of service excellence obtained by customers, that 

the important indicators of a service are adjusted to the costs charged and the benefits 
received, Pitaloka & Avianti (2023). The guarantee of public services for citizens is regulated 
by Undang-Undang Number 25/2009 Pasal 1 on public services, which states public 
services as activities to fulfil the service needs of citizens and residents for goods, services, 
and/or administrative services from public service providers in accordance with statutory 
regulations. Public services have an important role in interaction with society, contributing 
to good governance in Indonesia. This is evidenced by three main reasons: first, public 
services are the space for interaction between government and non-government 
organisations; second, public services allow aspects of good governance to be implemented 
more easily; third, public services have a significant effect on three components of 
governance - the general public, the market system, and the government itself. Improved 
public service delivery supports good governance through three main factors: interaction 
with non-government organisations, aspects of good governance, and influence on 
governance components. Ningsih et al. (2020) mentioned that services excellent depends 
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on the factors of employee understanding and awareness, regulation, organisation, income, 
employee skills, and facilities that support service operations. 

The government has the primary responsibility for providing public services to the 
community and needs to endeavour to improve service standards on an ongoing basis. 
Public services must be professional, effective, efficient, responsive and adaptable to 
strengthen individual and community capacity. The quality of public services can be 
measured by customer satisfaction, and services excellent must exceed customer 
expectations. Improving service quality requires measuring satisfaction, assessing 
performance, and improving the service environment. Factors such as slow service 
processes, an overemphasis on formal regulations, and a lack of focus on service quality and 
outcomes can lead to weak public services. The government needs to continuously improve 
service quality in line with its core mission to serve the people. Public organisations also 
need to focus on service innovation to maintain relevance and support economic 
development. 

Service excellence involves aspects of attitude, attention, action, ability, appearance, 
and responsibility, and this service must be in accordance with the needs and desires of 
customers. Public services should maximise availability and focus on service principles that 
promote customer satisfaction. The improvement and transformation of public services, as 
demonstrated by the Bale Madukara MPP, must address issues such as confusion in service 
procedures, illegal levies, and the inability of employees to provide service excellent. 
Improved public services also require convenient facilities such as waiting rooms and 
adequate parking for visitors. Improving public services requires continuous efforts to fulfil 
community needs and increase customer satisfaction. 

Based on data from MPP Bale Madukara, the number of employees placed by agencies 
is small, at most only 6 employees. The minimal number of employees in each agency that 
opens the service results in obstacles in the service process itself. The competence of service 
provider employees must have relevant skills, knowledge, and expertise for the 
responsibilities. The service process will undoubtedly be hampered. 

 
 
2. LITERATURE REVIEW 

 
It is important to remember that the company's goal is to provide the best service 

(excellent) to satisfy customers. The number of products or services that the company 
wants within a certain period of time is a good indicator of customer satisfaction. Ningsih et 
al. (2020), explained that service excellence can be carried out properly in accordance with 
community expectations if supporting factors are met such as the understanding and 
awareness factors of employees or officers working in public services, regulatory factors 
that function as the basis for service work, organizational factors that turn into systems and 
drive service mechanisms, income factors to meet life needs, employee or officer skills, and 
facilities that support service operations. The smooth implementation of services is highly 
dependent on the ability of officers in it who can work expertly, effectively and efficiently. 

According to the opinion of Tjiptono (2017) in Suhartono et al. (2020), customer 
satisfaction can be determined by determining whether service quality meets customer 
needs. The relationship between services excellent and customer satisfaction can be shown 
in several ways: 
1. Companies can increase customer satisfaction and reduce customer dissatisfaction with 

superior service.  
2. Customers will reduce their expenses as a result of cost reduction at the lowest point if 

the best service shows high customer satisfaction. 
Service Excellence in this study as a variable (X) has indicators: Attitude, Attention, 

Action, Ability, Appearance, Responsibility explained by Barata (2022), while Customer 
Satisfaction as variable (Y) has Indicators: Conformity, Expectations, Interest in Revisiting, 
Willingness to recommend delivered by Indrasari (2019). 
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3. METHODS 
 
Quantitative methods are applied for this research. Sugiyono (2016) explains that 

positivism-based quantitative research techniques are used to assess quantitative or 
statistical data to test hypotheses by studying certain populations or groups. The 
independent variable in this study is Services excellent as variable X using a Likert scale and 
the following indicators: Attitude, Attention, Action, Ability, Appearance, Responsibility, 
Accountability. Meanwhile, the independent variable or variable Y in this study is Customer 
Satisfaction using a Likert scale and the following indicators: Conformity of Expectations, 
Interest in Revisiting, Willingness to Recommend. The sample and population included in 
this study are people who use services at MPP Madukara Purwakarta during the fourth 
quarter of 2022 as many as 23,083 people. 

There are several techniques used in obtaining and collecting the necessary data in this 
study as follows: The literature method, books, print journals, online journals, and other 
references relevant to the topic of the variables studied are all included in the preparation 
of the theoretical study. The whole thing is through field methods in the form of observation 
and distributing questionnaires. 
 
 

4. RESULTS AND DISCUSSION 
 
The results of the validity test of each statement of each of the Service Excellence and 

Customer Satisfaction variables have been declared valid, thus the results of the Reliability 
Test presented in Table 1 show that each indicator of the variable service excellence and 
customer satisfaction was obtained Cronbach Alpha value> 0.60. Thus the variables in this 
study are declared reliable. 

 
Table 1. Results of the Reliability Test 

No. Variable Alpha Cronbach Description 

1 Services Excellent 0,807 Reliabel 
2 Customer Satisfaction 0,795 Reliabel 

Source: Data Processed (2023) 

 
The significance value of the Kolmogorov Smirnov normality test in this study shows 

the result of 0.105, with a significance level of 0.105 far above the 0.1 threshold. The 
regression model of this study is normally distributed, so this conclusion applies. 
Furthermore, the Heterocedacity Test is presented in Table 2 as follows: 

 
Table 2. Heterocedasticity Test Results 

Model 
Unstandardized Coefficients 

Standardized 
Coefficients t Sig. 

B Std. Error Beta 
 (Constant) 5,464 2,123  2,574 0,012 

Services 
Excellent 

-0,064 0,043 -0,149 -1,489 0,140 

Source: Data Processed (2023) 

 
The results presented in table 2 show that the significance value of the Glejser test for 

the independent variables is more than 0.1, indicating the absence of heteroscedasticity in 
this study. The linearity test results show that the Sig. deviation from linearity value is 0.971> 
0.1. So it can be concluded that there is a linear relationship between service excellent and 
customer satisfaction. The Durbin-Watson value in this correlation test is 1.520. This score 
is still between the range of 1.5 and 2.5, which indicates that there is no autocorrelation in 
the data used in this analysis. The formula for simple regression is as follows: 
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Y = a + bx+e 
Y = 4,849 + 0,668 x + e 

1. The constant value of 4.849 is positive, which means that without adding the service 
excellence variable, the value of customer satisfaction will be constant or fixed. 

2. The regression coefficient value of Service Excellence (X) of 0.668 is positive, which 
means that if the more stable or the more services excellent is improved, customer 
satisfaction will also increase. The assumption made is that the customer satisfaction 
variable will grow by the coefficient if the service excellent variable increases by 1 unit. 
In the Determination Coefficient Test, the R-Squared obtained is 0.511, which is 

consistent with the data. This shows that services excellent accounts for 51.1%, which 
means a moderate relationship of the variance of customer satisfaction. Meanwhile, the 
remaining 48.9% may be due to elements ignored during the analysis or irrelevant to the 
model. Based on the calculations, the correlation value of services excellent is 0.715 in the 
interval 0.60-0.79. So it can be concluded that the level of strength of the relationship 
between services excellent and customer satisfaction has a strong level of relationship 
(Sugiyono, 2016). The t-value that has been calculated for all possible combinations of 
independent variables, and the significance level for this combination, at the 10% 
significance level, is 1.66055. Since t count (10.115) > t table (1.66055), and Sig. (0.000) 0.1, we 
can conclude that key services are provided. In other words, providing outstanding service 
is a contributor to satisfied customers. The F value obtained for this study is 102.323, and 
the corresponding P value is 0.000 (p 0.1), indicating that the regression used in this study 
is a good model and can be used for prediction. 
1. Service Excellent variable 

The results show that the highest average value of the statement is 4.34 in the statement 
in the Appearance indicator which states "Service officers at the Bale Madukara 
Purwakarta Public Service Mal (MPP) use clean and neat clothes". 

2. Customer Satisfaction Variable 
Of the many statements, it shows that the highest average value of 4.50 is in the Interest 
in Revisiting indicator which contains "I am interested in returning to the Bale 
Madukara Purwakarta Public Service Mal (MPP) because there are many types of 
services that can be served". 

 
 

5. CONCLUSION 
 
Service Excellent (X) partially has a positive and significant effect on Customer 

Satisfaction (Y) at the Bale Madukara Purwakarta Public Service Mal (MPP). Optimal 
services excellent will increase customer satisfaction at the Bale Madukara Purwakarta 
Public Service Mal (MPP). Conversely, non-optimal Services excellent will reduce Customer 
Satisfaction at the Bale Madukara Purwakarta Public Service Mal (MPP). The most 
dominant indicator of services excellent that affects customer satisfaction is the 
"Appearance" indicator. Visitors who come to MPP Bale Madukara Purwakarta are satisfied 
with the services provided in terms of the appearance of the employees who are clean and 
neat.  

Recommendations that companies or institutions can consider when making policy 
decisions in the future: (1) Considering that service excellent variables have been carried 
out at MPP Bale Madukara Purwakarta, but it is still lacking to realize optimal service 
excellent in order to realize customer satisfaction and MPP Bale Madukara Purwakarta 
needs to maximise its services by improving employee communication skills, smiling 
employees, increasing employee courtesy will make customers comfortable, employee 
sensitivity to each customer needs to be improved, showing sincerity in listening to and 
understanding customer desires, providing good service for every customer need, and 
always being sensitive to customer feelings, especially those related to customer 
satisfaction. (2) Employee appearance needs to be prioritised by MPP Bale Madukara 
Purwakarta because this indicator is proven to have the greatest influence on customer 
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satisfaction. Efforts that can be made to improve this indicator include providing more than 
one uniform to change every day. 
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