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ABSTRACT

The purpose of this study was to determine the effects of servic€ quality on satisfaction _and effect of e-

3ovemmeni as moderating. The results show Moderating Strudural Equation Modeling (MSEM) approach that

;truclural models involvintE-Govemment as moderation is a model fit. Rdiability, Responsiveness, Assurance,

iinfatfry, anO fangibility i'as significant effect on community satisfaction with the public service in Surabaya City.

E-dove.nment trai sig'nifcant 1ffe€t in moderating reliability and strenglhening characteristic to cornmunity

satsraclion with the p-ublic services in surabaya city. Easy of service procdures, regardless who is served,

Uri,tyl 
".rt"inty 

peGonnel and officer mastering lo his iob, to make people satisfed- The number instrudions of

service locaion and complaint. the offce/s ability to provide service, speed of service and easily contac,

icommunication, inseparable fron information technology utilization such as lntemet, mobile phones and the like,

which is part of the eGov.

Key words: MSEM, E-Govemment, Reliability' Salisfaction, Goodness Fit

I. INTRODUCTION

public services in lndonesia is still very low (one of the conclusions of the Worid Bank) are reported in the

2OO4 World Developrnent Reporl On the scope of Regencyi city administration (although not the same) there are

ititimany puOtic seUces are centralized in one office location- Most of the Regency/City Govemment slill serve

It" citizei"'in a cent alized or one otfice [11. While people who need public services has residence spread. On the

"tff;e;, 
tnrormation and Cornmunicaton Tei;nology (lcT) is now advancing ra6idly, thus allowing- the

O"ont""fitition of public s;rvices integrated (not to be concentrated in one office), because most of the

oi"ri.ucity serve its citizens still centrdly or at the offce. Decentraliz€d 
-services 

model such this have many

*nrnG foi 
"ff 

prrfi"", also can be used ai a modd for the public service distrids/cities, as it makes an efiective'

effcient and transparent and ac@ur.aue as the essence of the Electronics Gcvemrnent in developing and

developed countries many apdy [21.'ln 
Districvcity fn*e iid miny types of puuic seMces, among other facilities, a means to obtaining a

-nopona"n"" seMce tor citizen/ iorir'mudfiei that need iL ln general, flace where .servicdmaintenance _oJ

conespondence as above is at one location (cenral offce). There. is e\ren a settlernent plocess to go through

s#j omces, which sqnetimes is not a single offce in one location, so lhat the citizen takes time and costs-

UL-r*nif", one who needs seMce oittre documents, generally residing spread in.the region- of Regency. /City

"oncenreO. 
SteurrarOship ot these letteIs are generally not enough just to village level/local municipality, .as 

it can

untiiUstia torel and then Regency/Gity le\rci is, whi;h in this case is quite far frorn where the residents live, so t
takes more lime and costs to the lervi'ce place. Even if it is not cornpleted in one visit stewardship, should be

;;; r"1l,; rip, ipend time and costs wit dse again. As the impact of these problerns, led to ineffici-ency and

ineffe<lircness'of tire 2 (two) parties, namdy tho6e-who serve (govemment) and those who served (public users).

For those who servdgovemment, lraffic ia{n, trip age becomes shorler, air pofiution,-administrativ€. irregulantes

a;d file stelvardship, lEngrth of the process and olhers are short and long tenn is the Cost and Social Cost lor the

tocd govenment' tVlitE tne party treing served (citizen/ cornmunity), could be fansportation cos6, time

wastei/not produdive, risk of iraft; iflnJand accidents, stress, air pollution, lhe possibility of cost over- runs

"arri"i"rai&, 
.t Of trough the Servi; Bureau) and others Mro become dependent people who tak€ care.ol., ..

Regency/City Govimment makes its own policies in terms of public seryice system, so that the distrid/crty

Baku, Azerbaijan | 261
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one and another is not the same model/public service system. Government of Surabaya City began to
decentralize public services to suMistric{s (for muhiple affairs), also makes lhe One Stop lntegrated Public
Service (UPTSA) by utilizing information technology in Local Area Networks (LANS), on-line, under web and
digital cornmunications in mobile communication. Decentralization does not mean that the servic€ is meant to
stand on their own, but decentralization in control and alignment (integrated), because under control by a
cornMer systern that has been integrated. This is in line with the spirit of Electronics Govemmenl or often called
s.Gov is a dectronicbased goyernment service (lnformation T€chnology) from the government to citizens (G2C),
goverment to business (G2B), govemrnent to govemmenl (G2G). lt is to be more efricient, effective and
transparent and accounlable, as the essence of the electronics Goyernment.

The exislence of UPTSA observed Mren using SWOT analysis, the strength of service process has been
utilizirE lrformation and Communicatim Techndogy (lCT) and existing ernployees wlro hav€ advanced to run it,
so lhat people who do deal with is not required come to related Offces (because the syste'n already integrated).
ln addition, nrost of Surabay? citizens are "lT literate" and has many uses gadgets, making it easier for the
syst€rn is running. The weakness€s of UPTSA offce layout is still being felt far for sorne people wtro deal, who
lived far frorn UPTSA oftce rernind that vast area ot the Surabaya cjty, burdening for the public (time, cost and
risk), especially for lou/er classes. The Opporlunities is opportunity tor this system to developing and be
develo@. Possidy this model may be used as a model for regency/city lo anolher and there will be a big
savings fc the govemment (ahhough this is nec€ssary for further research) [5]. ln addition there are many assets
suct as land and hJildings belorEing to govemmenl of Surabaya city, whidl allows developmenl of several
UPTSA in several olher areas (considering the size of Surabaya), so it does not require a tfg budget Threat
required will and cdnmitrnent for some parties to UPTSA service system devel@ment. Especially need strong
and high cqnmitrneot to municipal government leaders and the good faith ot the stakeholders of this city. Seeing .
potential of the Gor'emment of Surabaya city lhat allows tobuild UPTSA, purpose of this sludy was to determine
lhe eff€ds of service quality on satisfaction and effecl of ecovemment as moderaling.

2. i,ETHODOLOGY

Data in this study using primary data, namely through a respondenl survey about Officer'One-Stop
lntegrated Service System Unit (UPTSA), located in East Surabaya, which serves 47 AJllats I Permit required
public by means of Online systern to and frorn the DeparfnenvAgency respectively [5,7]. There are also some
services previously cenfalized in one offce / D€parEnent/one location, has begun to be delegated to suMisaicts
(lMB to a broad srnaller than 200 square meters) in sorne suHistricl (trial)-That is one example of
decentralization and delegation of authority. This UPTSA already utilize lnformation Technology (computer
systetn) as not just a manual system to a cornputer systern, but it uses Local Area Network (t N) technology,
Wide Area Network (WAN), lntraaet, lntemet and \Mreless LAN. LAN Systems in service office is integrated
cornpletdy. All Counters / Offcers can serye all services that required, then performed analysis using Strudural
Equation Modding (SEM). SEM is a multivadate analysis method which can be used to desffibe the inter-
relationship of linear simdtaneous between observations variables (indicator) and unmeasured directly variables
(latent \rariables). Latent variables are variaHes thal unade be measured directty, but can represenl or be
measured by one or more variaHevindicators [6].

Strudural Equatim Modeling (SEM) is a stalistical analysis technique which cornbines some asped.s
contained ir multiple regression analysis and analysis fador to estimate several equations simuhaneously. There
are two lhings to be done and produced in SEM, namdy (i) estimate several equations simullaneously inter
conneded wih strudural modd outpd and, (ii) represent the latent \rariaues based on indicator variables with
outpul measurernent modd.

A studural modd as relatiorship betu/een ind@endent latenl variades (exogenous) with dependent
latent vdiables (erdogenous) sfudural equation modd is as follo./s [81.

n=Bq+r(+( (2.1)

Vulere q is a veclor of dependent random variables endogenous with size mxl independent randorn
variaHes a(ogenous $th size nxl, B is coefficient matrix which sho\,vs the effeci d enoogenous latent variaHe to
olhervariauewithsizemxmandfcoeffientmatixshowlngrelationshipolCtcvardnwilhsizemm,while(is
a efror random \€clor with size mxl, with elpecled value equal lo zero. The assunp{ion oI latent variables
struclural equalion model: E(4)=0,E({)=0,E(0=0and(unconelatedwhqand(l-B)-'isanonsingular
matdl Measurernent modd can be Mitlen as follows [8].

y= Arrl + c
x = tl,\+ 6

Retetring lo equation (2.2) and (2.3) ther covariant matrix in SEM f (0) as ldlows [9, 10, 111

,(rr=[i; ;::]
SEM is only directy or indiredly rdationships- ln this decade developed an approach that allows

relationship between an ind@endent variaue to dep€ndent variade that influerced other latent variables. The

u

ir

L

e

2

(2.4)

J'

j

iI
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influence of a latent variable that affects relationshp between independent latent variables and dependent latent

va;aHes, so-cdled moderated Structural Equation Modeling. ln SEM, there are sevetal methods that can be

,"J t"l.Lir"aerating effect.. A generai model of structural equation c€n be written in the following matrix

equalion [12].

n = o+ Ylrql + Yr2q1+u!2(1(2 + ( (2 5)

where:
q = latent endogenous variables
o = coeffcient influence of endogenous laGnt variaHes
y = coeffcient influence of exogenous latent variables
( = latent exogenous variables
( = error model

Conceplual study are prasented as follows,

3, RESULTS AND DISCUSSION

Validity test is intended to determine whether the
questions io lhe questionnaire is quite representative. Test
validity is done by using Confrmatory Faclor Andlsis on each
of ths latent vadables are X1. X2. X3, X4, X5, Z. Yl and Y2
through AMOS2O program. The second measuring test
instrument (questionnaire) is rdiable, index shols that the
extenl measuing test instrument is reliable. Rdiatility is intemal
consistency measure of the shape variable indcato.s that
indicates degree which each indicator variable that indicates a
shape variable is general. ln this study to calolate reliabilily Fig- 1. trldet d @rnmunity loyafty.flEeptuat
using cornposite teliability (construc1) with a minimum oJt-off
value is 0.7.

ln detail, reliaulity testing on each latent valiables a represented in the folloring taHe:

Table 1' Validity and Reliability of Latent Variaues

Rdietilty{Xl)

xr.1 0.713 0.50a o-a92

o.&t6x1.2 o 912 0.E32 0.16t
xl.3 o.912 0 aa? 0.113

x1.4 o717 0.5t,r o-46

R.spo.Lri .€ness (x2)

v2l 0.847 o717 o2gt
0.909x2.2 0-492 0.796 o2oa

x2.3 o880 o:f71 o
tJ.4 0 75A 0.3?5 0.42s

Assurance (X3)

x3.t 0.74,t o 554 o tL$

0.goox7.2 0.763 0-582 0.alt
x3.3 o.a77 0.769 o,3l
x3.4 o 936 q676 o-121

EnpdlyGa)

xa.1 0.165 0.7,48 o2s2

o-875x42 0 7!t{ 0 53t o 370
xa-3 0.&t7 0-f'84 0.t16
x1.1 o.7m 0.,490 o-s10

Te'lgr'H.s (X5)

x5-t o.427 o-58/i 0Jt6
o-L7x52 0-476 o-76? ozll

x5-3 o.722 o-521 oa79
x5.1 0.660 0.436 o.554

E-Gosrnltll (x6)

x6-1 o.672 o.152 o.5at

0.914tc2 0-Eaa 0.?69 o211
x5.3 o 8!!l 0.799 orot
x6.1 0.840 o_884 0.t t6

SCi! dn,| Puuic sc.ice (Y1)

Y.l-t 0.916 0.&]9 o.l6l
0.930Yt.2 0.88S o-7go 02to

Y!-t 0.9E9 0.97E o-uD
Yt.4 0.690 0-475 0.52i1

r-oyCity Co.imunny fi2)

YLi o_aa6 0.769 02ll
0.8t9Y22 0.829 0.6a7 0.!13

Y23 0.9r? o.a4t o.t5.
Y2.1 0.675 o-456 o.g

TaHe I abo\re, it tums o{t the latent yadaues xl, x2, x3, x4, x5, x6, Yl and Y2 give a loading-tador and

CR values above the ojt-ofi \.alue so that it can be said to be valid and ]di*le. Simialy, m eacfi indicator enor

variance all p values less lhan 0.O5lhen said to be rdiaue.--- -Ad'rdrity 
anO r"tiaUitity testing of eadr latent lada6e, several pre requbibs lhat must be met in

struaurJ'mooJng is normal multivariateissunption, assuming the absence of mufticollinearity or singuladty and

oufiers.
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Normality of the data is a pre requisite for St.uctural Equation Modeling (SEM). Normality testing
emphasized multivariate data by looking at the value of skewness, curtosis and stalistically can be seen from
Critical Ratio (CR) value. lf you used a signifcance level of 5 percent, then CR value is belween -1.96 to 1.96 G

1.96 < CR <1.96) said data were normally distributed, both univariate and multivariate. The multivariate CR value
of 1.900 and is located outside 1.96 to '1.96, so it can be said data is distributed normal multivariate.

Singularity cao be seen through covariance matrix deteminant. Determinanl value is very small or dose to
zero show indication of singularity proHern, so it unable used for research. The results of the study provide value
of the determinar sample covariance matrix of 1.971. This value is almost dose to zeros so that it can be said
thatthere is a singuladty problem in the data analyzed.

Multicdlinearity can be seen through conelation between latent exogenous variables. P-value on
Covariance is greater than (c.=0.05) it is said not happen multicdlinearity. The results ofthe study provide p-value
of each exogenous latent variables, namdy: (X'l with X2 is 0.120), (X2 with X3 is 0.176), (X3 to Xa is 0-063), (Xa

with X5 is 0.074), (Xl to X3 is 0.020), (Xl to X4 is 0.065), (Xl to X5 is 0.073), (X2 to X4 is 0.034), (X2 to X5 is
0.23) and (X3 to X5 is 0.0@). This value is greater (d=0.05) than can be said that there is no multicollinearity
problems in the data analfzed.

Outlier is an @seffation lhat appears with extrerne values are univariale or multivadale, i.e. that a rise due
to the combinalion of its unique crlaraderistics and looks far away from other observations. lf there is ouUier can
be done specr'al treatrnenl in its oudier if known oudier come from.

Or. lier test resulls Fesenled in this study \.Es on lhe Mahalanobis +squared. Mahalanobis value was
greater than chi-square table or value of p1<0-001 say oudier observations- ln this study there are three data
oudiers, because still under 5 percent of the observations, it can be said not happen oudiers.

After validity and rdiat lity tesling on all latent variaues are valid and reliable results, the data are not
multivariate normal, mdtjcollinearity and ouuiers do not occur below 5 percent, then latent variabies can be
mntinued in the form of a path diagram al)rsisis presented as follows:

Fig 2 Modentbn Relatbnshb Model Xo in Xl to Yl at Slagel

Moderation latent variaHes in this study were X6 moderaling exogenous latent vadables Xl to Yl
endogenous latent variaHes. Moderating efied rdationship model is as follows [121. Fro.n the model relationship
above. gained indicator loading value and efior variance in eadl latent vadaHe XO and X1, are as follows:

Table 2. lnteradion Lambda and Variance Eror in XG and X'l

x5 xi
L@dno Loadino

hdicators

0_696 0.635 0.65e 0-559
0 g)5 0.159 o.921 0.105
0.890 0-167 o t2a 0.tm
o.927 0.13,4 0.950 o 07a

0 634 o.621
l?rda k eraclim X6X1 117e17
V,ire ffi hradim X6Xl 156_567

xS lodeEdon Xl to Yl

Rdatiomhip modd of X6 in lateot exogenous variaHes X l to Y1 endogenous latent vadables are used to
obtain lamMa interadions and Eno{ Variance presenled as fdlows.

1

I
I
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SIRIJCIT,RAL EOUAIION T,ODEUI'I6

Table 3. Moderating SEM Model Testing Results E-Government on
The Reliability Toward Satisfaciion and Loyalty

:ifSciiteditn:* gifigffYat lri .: 
-€irodnilsa:5f 

Fit i,.
Chi - Square 1r8-967 v'zn o o osr='132-111 (Good)

Sgnmcance
ProbatilitY

>005 o 202

RMSEA < 0,08 o o27

GFI > 0.90 0 92'l Good

AGFI > 0.90 0.888 Marqind

cnitN/DF <2.00 1.112 Good

TLI >0.90 0.986 Good

cFt > 0.90 0.9E9 tu

Of a suitabie model, it can be interpreted in each path coefficient. This path coefficient is hypothesized in

this study, which can be presented in the following structural equation:

Y1 =O.3o6X'l + 0. 128X2 + O.'141X3 + 0.1 19X4 + 0. 7X5+ 0.240X6 + 0.012X6X 1

Y2=O.377Y'l

Testing path coefficients in Figure 3 and above equations are presented in detail in the following taHe.

Table 4. Moderating SEM Model Path Coefficient Testing Resuhs
E-Governrnent on the reliability toward Satisfaclion and Loyalty

x1) Yl 0,306 1,25 0,000 Siodfcad
x2) Yl 0.128 2.176 0.030 siorificar
x3) Yl 0lat 2.328 0 020 !lodfic5.{
x4, Y1 0,119 2.107 0.035 siiqdfcat
xsa Yl 0.547 4.401 0.000 s;iqifctt
x6)Yt o,2ao 2.U2 0,019 Sqdficrrt
xo(l ) Yl 0.0't2 ,{,898 | o.(x)o sjioniffi

oa77 5.216 0.000 So.i6.al)Y2

Fig- 3. Moderatbn on X6 Relationship lvlodel in X1 to Ylstage 2

Goodness of Fit of Loyalty Structural Model
The results of measurement testing model with AMoS program is available at the following table

Table 4. each interpreiation of path coemcient as follows:

. X1 have positive effed-and sigoificant on Y1. This can be seen frdn path coeffcient is positive sign

as 0.306 bR value is 4.236 and obtained significance probatility(p) of 0.Cx10 which is smaller than the

signifcance levd(o) whicfi was set at 0.05. Thus Xt direc{y afiecling Yl of 0.306, which means that

every increase in X1 will increase Yl by 0.306.
. iitlave posiWe effea and significanionYl. This can be seen ftom path coefficient is positive sign

as 0.128 CR value is 2.176 and obtained significance probability (p) of 0.030 which is smaller than

significance level (a) which was set at 0.05. Thus )(2 directly affeding Y'l of 0.128, which means lhat

every increase in X2 will increase Y'l by.128.
. X3 tiave positi/e effeci and signifcanionYl- This can be seen ftom path coefficient is positive sign

as 0..141 cR value is 2.328 and obtain€d signifcance probability (p) of 0.020 which is smaller lhan

significance level(a) which was set at 0.05. Thus x3 directly atrecting Yl of 0.14'1, which means that

every increase in X3 will increase Y'l by 0.141.
. X4 h'ave positive effed and signifcani onY1. This can be seen fr(rn path coefficient is positive sign

as 0.1.19 cR value is 2.107 and obtained significance probabilMp) of 0.035 which is srnaller than
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significance level (c.) which was set ato.Os. Thus X4 directly affectingY'l of 0119' which means that

every rngease in X4 will increaseY1 bY 0.119
. X5 have positive effect and significant onYl This can be seen from path coefficient is posltrve slgn

as 0.547 CR value is 4.801 and obtained signi ficance probability (p) of 0.000 which is smeller than

srgnifcance level (o.) which was set at 0-05. Thus X5 directly affecting Y1 of 0.97, which means that

every incaease in X5 will increase Yl by 0'#7
. X6 have positive effect and significant onY1, This can be seen trom path coefficient is positive sign

as 0.240 CR value is 2.342 and obtained significance probability (p) of 0.019 which is smaller than

stgnifcance level (c) wtrich was set at 0.05. Thus X6 directly affecting Yl of 0.240' which means that

every increase in X6 will increase Y1 by 0.240
. lnteradion X6X1 have positive effed and sign ificant onY1. This can be seen frorn path coefficient is

positive sign as 0.012 CR value is 2.342 and obtained significance probability (p) of 0.01S which is

greater than significance level (o) which was set at 0.05. Thus X6X1 interadion af'ecting Yl, which

means that X6 is streng then X1 in affecling Y'l at 0.012.
. Yl have positive effect and significant onY2. This can be seen from path coefficient is positive sign

anr
ele
int
sta
an
en
co

S(

as 0.377 CR value is 4.898 and significance

level ({.) whidt was set at 0.05- Thus Y1

insease in the Yl will increaseY2 by.377-

,1. CONcLUSION

probability (p) of 0.000 whidr is smaller than significance

directly affecting Y2 of 0.377, which means that every

s)

The results sholved SEM approach that are Reliability, Responsiveness' Assurance' Empathy' and

Tanoide have siqnificant effect on community satistadion witlr the public services in the Surabaya City' E-

;;:##; ##;"f "ff; 
in moderating'retiatility and are strengthening community satisfadion with lhe

x;il;;;;'il; s;;;"i,; citv e".y oi service 
-procedures, 

regardtess who is served, darity/ certainty

;;;;#;;;'tr;-r rl.t",ii,s t" i.,i" jou, to,"x" p*pte satisied. The-avaitable of instrudion faqlirv seMce

ifa* 
"nJ 

c.npfaints, a gooa dmcer adiirty, speed oi service and ease officers contaded, make people satisfred

iiihi [ "-ri"i 
ot puiri"-1to,rl1. omcer 'froin a slering, neat, potire a-nd courteously, the suitablrty oJ the 

-costsi"lr"J Oitt" o""t time specihea and processes, make peo.ple satisfed over DuHic selvices, convenrence ano

srdrritu facior in the service ofitce, lnformation about deadhne lor enaclmeni Permiuletters of the municipal

;#*;1*;;f";;;;i6;rf; now and a good cqnmunications ernplovee, make peoples at is fied over

ffiil:;U3;A;a d-tort oit 
" ""rices 

o-ffice environment, anfomation about lhe deadline for enactrnent

F;;iul"t"", service systern better roday than ever before and the ability of emdoyees to communicale, make

people satisfed with the seMce delivered [151.
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