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Abstrak

Penelitian ini bertujuan untuk menganalisis pengaruh kemampuan kerja dan penerapan e-
government terhadap kualitas pelayanan publik baik secara langsung maupun tidak langsung
melalui perilaku inovatif pada staf operasional PT. Marga Services. Populasi dalam penelitian ini
adalah seluruh karyawan divisi operasional Jasa Marga di pulau Jawa. Besar sampel yang
digunakan sebanyak 100 responden, dengan teknik pengambilan sampel menggunakan metode
proporsional random sampling. Sumber data yang digunakan adalah data primer, dengan metode
pengumpulan data kuesioner. Teknik analisis yang digunakan adalah Partial Least Square. Hasil
analisis penelitian menunjukkan bahwa kemampuan kerja berpengaruh positif dan signifikan
terhadap kualitas pelayanan publik, penerapan e-government berpengaruh positif dan signifikan
terhadap kualitas pelayanan publik, dan perilaku inovatif berpengaruh positif dan signifikan
terhadap kualitas pelayanan publik. Kemampuan kerja berpengaruh positif dan signifikan
terhadap perilaku inovatif, dan penerapan e-government berpengaruh positif dan signifikan
terhadap perilaku inovatif. Hasil uji mediasi menunjukkan bahwa variabel perilaku inovatif dapat
memediasi pengaruh kemampuan kerja terhadap kualitas pelayanan publik, dan perilaku inovatif
dapat memediasi pengaruh penerapan e-government terhadap perilaku inovatif.

Kata Kunci.kemampuan kerja, penerapan e-government, perilaku inovatif, dan kualitas layanan
publik.

Abstract

This research aims to analyze the influence of work ability and the application of e-government
on the quality of public services both directly and indirectly through innovative behavior in PT
operational staff Marga Services. The population in this study was all employees of Jasa
Marga's operational division on the island of Java. The sample size used was 100 respondents,
with a sampling technique using the proportionate random sampling method. The data source
used was primary data, with a questionnaire data collection method. The analysis technique
used is Partial Least Square. The results of the research analysis show that work ability has a
positive and significant effect on the quality of public services, the application of e-government
has a positive and significant effect on the quality of public services, and innovative behavior has
a positive and significant effect on the quality of public services. Work ability has a positive and
significant effect on innovative behavior, and the application of e-government has a positive and
significant effect on innovative behavior. The results of the mediation test show that innovative
behavior variables can mediate the influence of work ability on the quality of public services,
and innovative behavior can mediate the influence of e-government implementation on
innovative behavior.

Keywords.work ability, implementation of e-government, innovative behavior, and quality of
public services.



