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Abstrak 

Penelitian ini mengkaji pengaruh kualitas layanan, komunikasi petugas, dan aksesibilitas layanan 

terhadap kepuasan masyarakat di UPT Disdukcapil Wilayah V Ciawi, Kabupaten Bogor. Latar 

belakang penelitian adalah adanya kesenjangan antara harapan masyarakat dengan realitas di 

lapangan, seperti waktu tunggu yang lama dan keterbatasan kuota pelayanan harian. Metode 

kuantitatif dengan kuesioner kepada 100 responden menggunakan accidental sampling 

diterapkan dalam penelitian ini. Analisis regresi linier berganda dengan SPSS menunjukkan 

bahwa kualitas layanan, komunikasi petugas, dan aksesibilitas layanan secara parsial maupun 

simultan berpengaruh positif dan signifikan terhadap kepuasan masyarakat. Nilai Adjusted 

$R^2$ sebesar 0,542 mengindikasikan variabel tersebut menjelaskan 54,2% variasi kepuasan 

masyarakat, sementara sisanya dipengaruhi oleh faktor lain di luar penelitian ini. Temuan ini 

menegaskan pentingnya konsistensi performa aparat dan kemudahan akses untuk menjaga 

kepercayaan publik. Rekomendasi meliputi optimalisasi sistem antrean digital, pelatihan 

keramahan petugas, dan perluasan jangkauan layanan. Penelitian selanjutnya dapat 

menambahkan variabel lain seperti fasilitas fisik (tangibles) atau transparansi alur birokrasi 

untuk memperdalam pemahaman faktor kepuasan di sektor pelayanan publik.   

Kata Kunci: Kualitas Layanan, Komunikasi Petugas, Aksesibilitas Layanan, Kepuasan 

Masyarakat, Disdukcapil 

ABSTRACT 

This study examines the influence of service quality, officer communication, and service 

accessibility on public satisfaction at the UPT Disdukcapil Region V Ciawi, Bogor Regency. The 

background of this research is the gap between public expectations and the reality on the 

ground, such as long waiting times and limited daily service quotas. A quantitative method with 

questionnaires distributed to 100 respondents using accidental sampling was applied in this 

study. Multiple linear regression analysis with SPSS indicates that service quality, officer 

communication, and service accessibility, both partially and simultaneously, have a positive and 

significant effect on public satisfaction. The Adjusted $R^2$ value of 0.542 indicates that these 

variables explain 54.2% of the variation in public satisfaction, while the remaining percentage 

is influenced by other factors outside this study. These findings emphasize the importance of 

maintaining consistent staff performance and ease of access to sustain public trust. 

Recommendations include optimizing the digital queuing system, providing hospitality training 

for officers, and expanding service coverage. Future research could add other variables, such as 

physical facilities (tangibles) or bureaucratic transparency, to deepen the understanding of 

satisfaction factors in the public service sector. 

Keywords: Service Quality, Officer Communication, Service Accessibility, Public Satisfaction, 

Disdukcapil 
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