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 This study is motivated by the importance of improving 
public service quality and implementing smart 
governance to enhance community satisfaction, 
particularly at the Department of Population and Civil 
Registration of Langkat Regency. The main problem 
addressed in this study is the extent to which public 
service quality and smart governance implementation 
influence community satisfaction. This research employs 
a quantitative approach using a survey method involving 
205 respondents. Data analysis techniques include 
validity and reliability tests, classical assumption tests, 
and multiple linear regression analysis. The results 
indicate that public service quality has a positive and 
significant effect on community satisfaction, and smart 
governance implementation also has a positive and 
significant effect. Simultaneously, both variables 
significantly influence community satisfaction, with a 
model explanatory power of 69%. These findings suggest 
that service quality remains the dominant factor in 
improving community satisfaction, while smart 
governance acts as a supporting factor that enhances the 
effectiveness of public services. The implication of this 
study emphasizes that improving community satisfaction 
requires synergy between high-quality services and the 
utilization of technology in governance. Therefore, the 
integration of conventional and digital services is a 
crucial strategy to achieve effective, efficient, and citizen-
oriented public service delivery. 
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1. INTRODUCTION 
 

Public service constitutes a fundamental function of government in fulfilling the 

administrative needs of society and ensuring the realization of citizens' rights. The success 

of public service delivery is measured not only by the provision of services but also by the 

level of public satisfaction as service users. Public satisfaction reflects the evaluation of 

http://jurnal.uinsu.ac.id/index.php/analytica
mailto:muha.rafiip@gmail.com
http://jurnal.uinsu.ac.id/index.php/analytica
https://creativecommons.org/licenses/by-sa/4.0/
https://creativecommons.org/licenses/by-sa/4.0/


Journal Analytica Islamica        
Vol. 15 No. 3, 2026 

 

 

1225 

service experiences received and serves as an important indicator in assessing the 

performance of public institutions (Chan et al., 2021). Various studies have demonstrated 

that service quality is a primary factor influencing public satisfaction; therefore, 

improvements in service quality will lead to increased public satisfaction and trust in 

government institutions (Danh Nam & Thị Ngọc Lan, 2022; Lamsal & Kumar Gupta, 2021). 

Public service quality refers to an organization's ability to meet or exceed the 

expectations of service users. From the SERVQUAL perspective, service quality is reflected 

through the dimensions of reliability, responsiveness, assurance, empathy, and tangibles, 

which collectively shape public perceptions of the services received (Parasuraman et al., 

1988). Therefore, service quality constitutes a strategic aspect that determines the success 

of public organizations in meeting societal needs. 

Along with the advancement of digital technology, public expectations of public 

services have also increased. Citizens demand services that are faster, more transparent, 

easily accessible, and provide service certainty. Nevertheless, various problems continue 

to be found in public service delivery, including lengthy service processes, low certainty 

of information, and inefficient bureaucratic practices. These conditions indicate that 

conventional service systems are no longer fully capable of addressing the needs of 

modern society. Therefore, digital transformation in public services has become an urgent 

necessity to improve service effectiveness, efficiency, and accountability (Gajah & Arifana, 

2025). 

The government's commitment to digital transformation is manifested through the 

implementation of the Electronic-Based Government System (SPBE) as stipulated in 

Presidential Regulation Number 95 of 2018 and Minister of Home Affairs Regulation 

Number 7 of 2019 concerning Online Population Administration Services. These policies 

provide the foundation for the implementation of smart governance, an approach to public 

governance that utilizes information technology to improve service quality, transparency, 

effectiveness, and public participation in governmental processes (Aldegheishem, 2024). 

In the context of a smart city, smart governance serves as one of the main pillars 

integrating technology, institutions, and society in the implementation of a more adaptive 

and responsive government. 

Langkat Regency is one of the regions that has received the Smart City Mentoring 

Program from the Ministry of Communication and Digital Affairs. The program aims to 

encourage the utilization of information technology in governance and public service 

delivery. Nevertheless, population administration services in Langkat Regency still face 

various challenges. Several public complaints indicate that the process of obtaining 

population administration documents is considered slow and has not optimally met 

community needs (KejarFakta, 2023). This condition indicates the need for efforts to 

improve service quality while strengthening digital transformation in the provision of 

population administration services. 

In response to these various challenges, the Government of Langkat Regency, through 

the Department of Population and Civil Registration, developed the Lapak Online digital 

service innovation based on the Regent of Langkat Decree Number 470-05/K/2023 

concerning Population Administration Service Innovation. This innovation utilizes the 

WhatsApp application as a medium for population administration services, including the 

processing of Family Cards, Identity Cards, Birth Certificates, Death Certificates, and 
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updates to population data. The development of this service is based on the relatively vast 

geographical conditions of Langkat Regency and the community's need for more 

accessible services. In addition to reducing service queues, Lapak Online is also expected 

to improve service efficiency and minimize brokerage practices (Department of 

Population and Civil Registration of Langkat Regency, 2025). 

Previous studies have shown that public service quality influences public satisfaction 

(Butkus et al., 2023; Lamsal & Gupta, 2021). On the other hand, the implementation of 

smart governance through the utilization of digital technology has also been proven to 

enhance transparency, service effectiveness, and public satisfaction (Iskandar, 2025; Latip 

et al., 2025). Nevertheless, studies examining the simultaneous influence of public service 

quality and smart governance implementation on public satisfaction in population 

administration services remain relatively limited, particularly at the Department of 

Population and Civil Registration of Langkat Regency. 

Based on the foregoing discussion, this study aims to analyze the influence of public 

service quality and the implementation of smart governance on public satisfaction at the 

Department of Population and Civil Registration of Langkat Regency. The findings of this 

study are expected to provide an empirical contribution to the development of public 

service studies and serve as input for local governments in improving the quality of 

population administration services. 

 

2. RESEARCH METHOD 

 

 This study employed a quantitative approach with an explanatory research design to 

analyze the influence of public service quality and the implementation of smart 

governance on public satisfaction at the Department of Population and Civil Registration 

(Disdukcapil) of Langkat Regency. The study was conducted at the Department of 

Population and Civil Registration of Langkat Regency, North Sumatra. 

The study population consisted of all individuals who had utilized population 

administration services at the Department of Population and Civil Registration of Langkat 

Regency. The sampling technique employed was purposive sampling with the following 

respondent criteria: (1) residing in Langkat Regency; (2) having used population 

administration services at the Department of Population and Civil Registration of Langkat 

Regency within the last 1–2 years; (3) being at least 17 years of age or already possessing 

an Identity Card (KTP); (4) having used services either directly or through digital services 

(Lapak Online); and (5) being willing to complete the questionnaire in its entirety. The 

sample size was determined based on the approach proposed by Hair et al. (2010), namely 

5–10 times the number of research indicators. With 41 statement items, the minimum 

sample size used was 205 respondents. 

The research data consisted of primary and secondary data. Primary data were 

obtained through the distribution of questionnaires to respondents, while secondary data 

were collected from scientific literature, institutional documents, and other sources 

relevant to the study. Data collection was conducted through questionnaires and 

documentation. 

This study employed three variables, namely public service quality (X₁), smart 

governance implementation (X₂), and public satisfaction (Y). Public service quality was 

measured based on the dimensions of reliability, responsiveness, assurance, empathy, and 
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tangibles. Smart governance implementation was measured through indicators of 

transparency, public participation, accountability, service effectiveness and efficiency, 

and the utilization of information technology. Meanwhile, public satisfaction was 

measured based on the congruence between expectations and service performance, 

satisfaction with the service process, satisfaction with service outcomes, and overall 

satisfaction. All indicators were measured using a five-point Likert scale. 

Data analysis was conducted using quantitative statistical techniques, including 

instrument validity and reliability testing, classical assumption tests (normality, 

multicollinearity, and heteroscedasticity), multiple linear regression analysis, hypothesis 

testing through t-tests and F-tests, and the coefficient of determination (R²) to measure 

the ability of the independent variables to explain variations in public satisfaction. 

 

3. RESULT AND ANALYSIS 

 

Overview of the Research Object 

This study was conducted at the Department of Population and Civil Registration 

(Disdukcapil) of Langkat Regency, which is responsible for the administration of 

population and civil registration services. As an institution that interacts directly with the 

public, Disdukcapil plays a strategic role in providing population documents such as 

Identity Cards (KTP), Family Cards (KK), birth certificates, death certificates, and various 

other population administration services. In addition to carrying out service functions, 

Disdukcapil is also responsible for managing population data, which serves as the basis 

for planning and policy-making by the local government. 

In support of the digital transformation of public services and the implementation of 

the Electronic-Based Government System (SPBE), the Department of Population and Civil 

Registration of Langkat Regency developed the Lapak Online digital service innovation. 

This service is based on the WhatsApp application and enables citizens to process various 

population administration documents online without having to visit the service office 

directly. The introduction of Lapak Online represents a form of smart governance 

implementation aimed at improving the efficiency, transparency, responsiveness, and 

accessibility of public services. 

 

Respondent Characteristics 

The study involved 205 respondents who had previously used population 

administration services at the Department of Population and Civil Registration of Langkat 

Regency. Based on gender, respondents were predominantly female (56.1%), while males 

accounted for 43.9%. Based on age, the majority of respondents were in the 17–25-year 

age group (35.1%) and the 26–34-year age group (26.8%). In terms of educational 

background, most respondents held a bachelor's degree (38.0%), followed by senior high 

school or equivalent graduates (28.3%) and diploma graduates (26.8%). Based on 

occupation, respondents were predominantly private-sector employees (28.3%), 

housewives (21.5%), and students (20.5%). 

The most frequently utilized services were Family Card and Transfer Certificate 

services (33.7%), followed by Identity Card services (27.3%) and Birth Certificate/Death 

Certificate services (24.4%). The majority of respondents had used the services only once 
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(62.0%), indicating that most respondents were relatively infrequent service users. 

Nevertheless, their experiences remain relevant for assessing the quality of services 

provided by the Department of Population and Civil Registration of Langkat Regency. 

 

Descriptive Analysis of Research Variables 

Based on the descriptive analysis, public service quality obtained a mean score of 3.95 

and was categorized as good. This result indicates that the public perceived the services 

provided by the Department of Population and Civil Registration of Langkat Regency as 

meeting service users’ expectations, particularly in terms of service reliability, staff 

responsiveness, service assurance, empathy, and supporting service facilities. 

The smart governance implementation variable obtained a mean score of 3.90 and was 

categorized as good. This finding indicates that the public gave positive evaluations 

regarding the utilization of information technology, service transparency, service 

effectiveness, and various digital innovations implemented by the Department of 

Population and Civil Registration of Langkat Regency through the Lapak Online service. 

Meanwhile, the public satisfaction variable obtained a mean score of 4.08 and was 

categorized as good. This result indicates that, in general, the public was satisfied with the 

service process, service outcomes, and the alignment between expectations and the 

service performance received. 

 

Validity, Reliability, and Classical Assumption Tests 

The validity test results indicated that all statement items related to public service 

quality, smart governance implementation, and public satisfaction had significant 

correlations with the total score and were therefore considered valid. Furthermore, the 

reliability test results showed Cronbach’s Alpha values of 0.725 for public service quality, 

0.608 for smart governance implementation, and 0.638 for public satisfaction. All values 

exceeded the minimum threshold of 0.60, indicating that the research instruments were 

reliable. 

The normality test results showed that the regression model residuals were normally 

distributed. The multicollinearity test indicated a tolerance value of 0.950 and a Variance 

Inflation Factor (VIF) value of 1.053 for all independent variables, demonstrating the 

absence of multicollinearity. In addition, the heteroscedasticity test results indicated that 

the regression model did not experience heteroscedasticity problems. Therefore, all 

classical assumptions were satisfied, and the regression model was suitable for 

hypothesis testing. 

 

Multiple Linear Regression Analysis 

The results of the multiple linear regression analysis produced the following equation: 

Y = 18.090 + 0.170X₁ + 0.127X₂ + e 

The equation indicates that public service quality (X₁) and smart governance 

implementation (X₂) have positive relationships with public satisfaction (Y). The positive 

regression coefficients indicate that improvements in public service quality and smart 

governance implementation are associated with increases in public satisfaction among 

users of services provided by the Department of Population and Civil Registration of 

Langkat Regency. 
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The Influence of Public Service Quality on Public Satisfaction 

The partial test results indicated that public service quality had a positive and 

significant effect on public satisfaction, with a t-value of 3.048 and a significance level of 

0.003. Since the significance value was less than 0.05, the first hypothesis was accepted. 

Thus, improvements in public service quality were proven to increase public satisfaction 

among users of services provided by the Department of Population and Civil Registration 

of Langkat Regency. 

This finding indicates that the public places considerable importance on the quality of 

service interactions they receive. The reliability of staff in providing accurate services, 

responsiveness to public needs, ability to provide service assurance, empathetic attitudes, 

and adequate service facilities are factors that shape public satisfaction. When services 

are delivered professionally and in accordance with expectations, the public tends to 

provide positive evaluations of the service-providing institution. 

The results support the SERVQUAL theory developed by Parasuraman et al. (1988), 

which explains that service quality is the result of users’ evaluations of the congruence 

between expectations and the performance of services received. These findings are also 

consistent with the studies of Butkus et al. (2023) and Lamsal and Gupta (2021), which 

concluded that public service quality is a primary factor influencing public satisfaction. 

In the context of the Department of Population and Civil Registration of Langkat 

Regency, these results indicate that although digital transformation continues to be 

developed, the quality of services provided by government personnel remains the 

dominant factor in shaping public satisfaction. Therefore, enhancing personnel 

competencies, simplifying procedures, and strengthening a culture of service excellence 

should continue to be pursued to maintain public satisfaction levels. 

 

The Influence of Smart Governance Implementation on Public Satisfaction 

The test results showed that smart governance implementation had a positive and 

significant effect on public satisfaction, with a t-value of 2.459 and a significance level of 

0.015. These results indicate that the second hypothesis was accepted. Therefore, the 

implementation of smart governance through the utilization of information technology 

and digital service innovations was proven to increase public satisfaction. 

This finding indicates that the public perceives benefits from the implementation of 

digital services that facilitate access to population administration services. The presence 

of Lapak Online enables citizens to obtain services without having to visit the Disdukcapil 

office directly, thereby saving time, costs, and effort. In addition, the utilization of 

information technology enhances service transparency and facilitates public access to the 

information required. 

The results support the concept of smart governance, which emphasizes the 

importance of utilizing digital technology to improve the effectiveness, efficiency, and 

quality of public services. These findings are also consistent with the studies of Iskandar 

(2025), Latip et al. (2025), Nasrullah et al. (2025), and Kafrawi et al. (2025), which found 

that the digitalization of public services can enhance service experiences and public 

satisfaction. 

Nevertheless, the regression coefficient for smart governance implementation was 

lower than that of public service quality. This indicates that the success of digital 
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transformation still requires the support of high-quality services provided by government 

personnel. Technology functions as a supporting tool that strengthens service quality 

rather than replacing it. 

 

The Simultaneous Influence of Public Service Quality and Smart Governance 

Implementation on Public Satisfaction 

The simultaneous test results showed an F-value of 9.851 with a significance level of 

0.000. These results indicate that public service quality and smart governance 

implementation simultaneously have a positive and significant effect on public 

satisfaction. Therefore, the third hypothesis was accepted. 

This finding indicates that public satisfaction is determined not only by the quality of 

services directly provided by government personnel but also by the effectiveness of 

technology implementation in public service delivery. Citizens expect services that are 

fast, accurate, easily accessible, and supported by digital systems that facilitate service 

processes. 

The results also showed a coefficient of determination (R²) value of 0.690. This means 

that 69.0% of the variation in public satisfaction can be explained by public service quality 

and smart governance implementation, while the remaining 31.0% is influenced by other 

factors outside the research model. 

These findings reinforce the view that improving public satisfaction requires an 

integrated approach combining human-centered services and technology-enabled 

services. In the context of the Department of Population and Civil Registration of Langkat 

Regency, the synergy between the quality of services provided by government personnel 

and digital innovation through Lapak Online constitutes an important factor in achieving 

effective, responsive, and citizen-oriented public services. 

 

4. CONCLUSION 
 
 This study demonstrates that public service quality and the implementation of smart 

governance have positive and significant effects on public satisfaction at the Department 

of Population and Civil Registration of Langkat Regency. Partially, public service quality 

has a positive and significant effect on public satisfaction, indicating that aspects of 

reliability, responsiveness, assurance, empathy, and tangible service elements remain the 

primary factors in shaping service users' satisfaction. 

The implementation of smart governance was also found to have a positive and 

significant effect on public satisfaction. This finding indicates that the utilization of 

information technology through service digitalization, information transparency, and 

improvements in administrative efficiency can enhance the public’s service experience. 

Nevertheless, its contribution remains lower than that of public service quality, indicating 

that digital transformation must be supported by high-quality services provided by 

government personnel. 

Simultaneously, public service quality and the implementation of smart governance 

have a significant effect on public satisfaction. These results confirm that improving public 

satisfaction requires synergy between services oriented toward community needs and the 

effective utilization of digital technology. Therefore, the success of population 

administration services is determined not only by the quality of service interactions but 
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also by the organization's ability to integrate digital innovation into public service 

processes 
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