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siac- Up to now, the topic o' the demand for improving the quality of puclic services m h:
management of government becomes @ major demand fo- tae improvament of sarvice parforrence i
the state apparatus is increasingly lelt and important, because he good service and the crime wil Fave
an impact on the realization of a clean and autt oritative government climatz. Onz cf the strategic policies
of the Indonesian government is to improve the quality of pubic services. In the imaernentation of cuiyic
services is often not in accordance with what is 2xpected by the ;zeople who alweys vient excellert senvice
quality. Lots of public complaints that the qualty of public services is very low and even Zisapoontiig.
Similarly, those happened in government serv ce agencies includirg. the Land Off ce of Noth Larnbck
Regency as a ne\@fﬁce always striving to imorove and provide the best services (2 al communities in
the land sector. The purpose of this study is to analyze the influence of reciuitment, tiairing &nd
motivation on Service Quality at the Land Office of North Lombok regercy. In this reseerch use
quantitative approach by using technique of Multiple Linear Regression enalysis The results of this
study showed silmultan significant effect on the quality of service. Motvation i3 the rrost cominant
variable influencing Service Quality at the Land Office of North Lamtok regercy. Heac of tre Land Office
of North Lombok Regency should improve the quality of service Ly improving th2 treiring enc motivation
of its employees.
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Abstract-Up 10 now, the topic of the demand for improving the
quality of public services in the managemant of govemment
becomes a major demand for the improvement of service

perbrn\anoeoﬂhesmeappaausisincreesiutyfenand
important, because the good servi hepﬂmewﬂlhave
anmmonmeraa!zatbnof mdauihomaﬂva
govemment climate. One of the strategic policies of the

hdoneslangovemnmistomprwe quality of public
services. In the implementation of public services is often not
in accordance with what is expected by the people who
always want excellent service quality. Lots of public complaints
that the quality of public services is very low and even
disappointing. Similarly, those happened in government
service agencies including, the Land Office of North Lombok

as a new Office, always striving to improve and

the best services to all communities in the land sector.
The purpose of this study is to anayze the influencs of
recruitment, training and motivation on Service Quality ar the
Land Office of North Lombok regency. In this research use

quantitative approach by using technique of Multiple Linear
Regression analysis. The results of this study showed

silmultan significant effect on the quality of service. Motivation
is the most dominant variable influencing Service Quality at the
Land Office of North Lombok regency. Head of the Land
OfﬂoeolNOMLunbokRegancysruidmpmihequamyof
service by improving the ftraining and motivation of its

recruitment, training, motisation ard quelity of
services.

of service continues to b2 improved toth
organization oriented Dbusiness and  sccial
oriented. One of the strategic policies of the ndonesian
govermment is to improve the guality of public services.
Public service is intended to provide services perforrmed
by public service providers (governmen) as an effort to
meet the needs and needs of recipients of services. or
the public and implernenting the provisicons of legisiaion
that has an interest in the organizatior in accordaice
with the rules and procedures that have been set.
The phenomenon in this system of government
service that requires the abilty cf the govermnment
in using the understanding of the nternal marketng

Smce the period of reforr up to now the quality
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Intxr~a. rrarkeing  mag
eppmazt fo serac:

conceot for ourealcrecy.
originelly proposed  as  an
management n tiwe form of traditonel markedr:
concepts =nd maketnyg mx on o all employ:zes as
custorners in the organization so “hat employces a°
improve the effectveness of the camoaegry by imoroviry
internal  reationships. Intermnal marketrng is Lelievec
to increas: the motvaton of &l members of the
organizatio” to see ther own rcles and pay attesion to
what consLmer:s wantin a senvice-oncntec way.

Ac:ordng Kotler (2008 intarnel mark2ting s 3
task to recruit. tran a~d rmotvate emgloyecs
are able to serve customers better Kotler glsc revasled
that th2 perdect service of an onJarization must prepare
emplovees whe provide senices then vetk the mencl
marketing is expected to cncowrage erplovzes to
think creatively in irnproving the quaity of sewvice and
have a cornrron view 1 be mere corcamed o
customers. Recruitment accordng by Makis  and
Jaksori (2001) is 2 process ‘hal zroduces a nurber of
qualified applicants for emgloymiert in & cornpgany or
organization. Training zccordrg to Gomes (20031 13 any
attempt to improve the workers perommenze or a
particular joby that fe or she isregponsitl2 for cr a job
related to hs or her work Stoner arcd Freeman in
Nursalarm 12013) s'ated that motivetion 1s a burman
BEJchologicsl characterisic that contrbat2s tc ocs
level of corrmitment. These rclude facky's that cause,
channed, ard retan hurnan behasior n tre direzuon of
certain dete'mination  While the cually ol service
according to Parasurarnar, et a 2301) defined as how
big the gap (gap) between customer derseption: of he
reality recenved compared with customer expactations
for servicas that should be ecceptzd

Gond nternal  mar<eting  nnplemen.ation i
amed not only at business-orien:2d organizatens, bu:
the governmen. as a governraert arjenizer s
required prowvide better quality sevice Untl now b
topic about the demand for impraving he quaity ¢
public services i« the managerrert ol goven Ter
becomes a ormary demand for he imoroven ont ¢
service perforrnance  of the statz appaatls ¢
increasingly felt and important, tecawse the gooc
service and the prime wil heve an impact on the
realizaton ol & clean and authoritativa goverrimert
climate. The main  tasks and  functions of  the
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government apparatus are increasngly as attenticn of
the public because getting good sarvice is the rngnt of
the community, while the apparatus is obliged to
provide excellent service, with the prirciples of simple,
fast, precise, orderly, cheap transparent and non-
discriminatory services.

In the implementation of puolic servces is often
not in accordance with what is expected by the people
who always want excellent service qualty. Lots of public
complaints that the quality of public se-vices is very low
and even disappointing.

Similarly, this applies to gJovernment service
agencies including the National Land Agency. Natonal
Land Agency is a government agercy essigned to
provide excellent public services to the community but
in fact the implementation has not been satisfactory,
including public services conducted by the National
Land Agency of the Republic of Indonesiat (BPN RI).
People are not satisfied with the land services prov ded
by BPN RI. People's dissatisfaction with land services is
related to complex procedures, costly fees, and length
of time in completing the process.

As a new Office, the Land Officz of North
Lombok Regency atways strives to imp-ove and provide
the best service to the entire commun ty in the field of
land. This is in accordance wth the spirt of regional
autonomy and agrarian reform whicn one of them is by
improving the quality of service. Although the Land
Office of North Lombok Regency has maximized the
service but the community views the service that has
been given is still considered less.

Based on the descripiion above, the authors
choose the location of research at the Land Offic: of

North Lombok regency beceuse n add ton to beorgirg
to the new land offce is aso kased on the o2servas on
of research acthors related piozlems regercing the
nfluence o' recrutment, frainitg  anc rnotivertior 1o
service qualty n the Lard Offce o North _onibok
regency has never been done.

i { N v |

aj T!y!(fwli:!El.jt;s
1 Internal Marketing

Inteina’ merkeding is e philososhy to manage
organ zaticnal human resources: based o miar<eting
perspective. Internal nifilleting is a continueus process
that takes clace firmly with n a comeany or organization
that aligns furctonal oiccasses  metivetes  andd
empowers smployvees at 3l lev:ls of rranagement to
consistently celver a satisfeciory  experence o
custorners. (Suprvarto and Emawaty 2C10). Kot
(2009) s'ates that Irternal rnarketing iinermal marke!ro
is macketing done within the crganization, 2specaly
by the leadership to empoyees. The main tas- 1
internal rarketing 1€ o Fir2, train o and  ractivats
capable erployees and wan' to serre castorner: viell
Readiness of employzes r sinvirg te cusiomes
outsidz tha man requirerrents "0 actieve excellon
service.

Trangle that explairs t1z re atonship kotwaes
an organization (corrpany) wit® ite ernployees arc
custorners, as shown telow figure 17:

Company

16 .
Internal
Marketng e

Employezs

Externel
~. Markerirg

e e e
Im eractive Marketing
Kotler & Arrastrong Marketing Tiiar gle 2012)

il Recruitment

Recruitment is he process of seeking, findng,
and attracting applicants to be employed within anc by
an organization. The purpose of recruitrnent is to ge: as
much inventory as possible of apglicents co that the
organization will have a greater chanze to make choices
against the prospective worker who is deemed 1o
meet the organization's qualifcation standards. The
recruitment process takes place from the momen  of
seeking applicants to the application by the applicant.
(Gomes, 2003). While according to methis 12001 hat

recruittment i3 a process of cellizctirg applicants who

have qualiicatiors ir accordence st the required

company, 1 be emaloyed vathin tre cormzZany.
Recr_itment azcerdir ¢ ta the evel of perachuran

by Maths & Jokson, (2011) hat ar epprcach @0

recruitrment that necds "o oo done &

Human rescurces parrirg

Organizational resgonsio iy

Strategic recruitrnent dec sions

Method of recruitmen:

Sl A




i Training

Training is a process in which pecple gain the
ability and skill to help achieve organizational goals
Because this process is related to orcanizational goals,
training can be viewed narrowly or broadly. Treining
provides employees with deeoer knowledge and skills
so as to truly know their strengths and weaknesses and
know how to overcome their weakness.es in carrying out
their work.

v Motivation

Stoner and Freeman in Nursa am (2013) stated
that motivation is a human psychclogical characteristic
that contributes to one's level of commitrnent. These
include factors that cause, distribute, and ratain human
behavior in the direction of certain determination.
Motivating is the management grocess 0 Influence
human behavior based on the knowledge of what
makes people moved.

According to the motivational theories thet are
used as a reference in work motivation is the thecry of
needs hierarchy or maslow theory where maslow
distinguish the level of needs into five hizrarchies of
physiology, security, social, self - esteern and sell-
actualization. Maslow's theory states trat hurnan beings
are motivated to fulfill their need that is perceived
as basic necessity then when the basic needs have
been fulfiled it will step on the fufillment of other
higher needs.

According to Maslow's hierarchy of nzeds
theory there are five levels of need, from the lcwest
human needs to the kighest human reeds, the lcwest
order of motivation to the highest motivation.

Recruitment (X11  ~—

\

Training (X2)

e

v Sersice Queality

Cuality of service accordirg 13 Parasuraman
et a 2001) cefined as how bg the gao (jap:
betwsen customer perceptions of the -eality recoved
compared with cusomer 2xp2ctatiors for servicss
that should be accepiec. S) tme cuality of ¢ >
can be k~own by comparing the dercestion reshty]
with  customer  expeciations  (pectetions)  of 2
service provided by the comipany € sevice prov cars

Quality of servece can be msasurec Lsing
qualiy measurerrent dirnansions. Measurements o7
quality accorcing "o experts vasy acco ding to soint of
view and trinking. One of ther accodng to Zeithaml
et al. (1935) whicn icentfies t-ar e~ ce2 cuaily can
be measured from fve cdimznsions SERAVQUAL
[dimension of service queliy), ramncly: Direc kvidence
(Tangitles), Relizbilty (Realbity), Resoonsveress,
Assurance, ard Empathy.

v Corceptual Framewiirs

The conceotal frarnawork of this res2arch is 1
explicitly dzscabe the corceptual recels o 1csearcn
vanables. This stucy loo<s far 1nz relaticnsap o nternal
marketing  vasables  with  service quality  tha s
independen: variable wik depeadent vanable  ntenal
marketing  vanables haw: cirmenson consist of
recruitrmert (X1) training (X2, Motivation (X3) vrle tha
dependen: variab e is Quaiity of s2rv e ).

The Concepual Framework can e descr bed
as follovss:

Motivation (X3)

ResearcH Hivreteses
This research hypothesis can be formulated as follows:
H,: Recruitment positively affects the Quality of Se vice
at the Land Office of North Lombok regency.
H.: Training has a positive effect on Servicz Quality at
Land Office of North Lombok Regency.

H,: Motivation positively affects the Quality of Service at
the Land Office of North Lombok regency.

a) Remrch Methods
i Population and Sample
Population is a genera ization 1egion consisting
of objects or subjects that have a quality trere
are certain characteristics that oy researchers to

— _

Cuality of Serv ce (V)

i

Ficure 2 Conceptual Frarmework

learn and then drawr cencusions (Sagiyoric. 2014).
In this rescarch the opoliulaior that will be _:ed s
all Staff anct Non Perrnanent Employee (PTT) 2@ Land
Office of Noith _omtok 3egency znd Certifcate
applicant 3t Lard Ofice of North Lombok Roegorov
which amountzd 0 30 emgloyze Tris sudy
measured using  Saturatad  Sarplicg  in which
sample determinatior echricee if al merbers of
the populztior were wsed as samncles cf rterral
marketing vanables

TR
WeoH

i Dats Collecton Tecnnique s
The data collectior tool i~ tus research s using
guestionnairz, where tne guastionnare 15 spread o the
employees of the Land Cifice of Noth Lombok Fegeney

about the mnfluence of reortitment, trainirg and




motivation on the guality of service at he Land Off ce of
North Lombok Regency.
i Data Analysis Technique

In this research process tha: will be done 1s
data processing and analyze the data necded. 11 the
data collection will be processzd using computer
assistance using SPSS program version 16 will soon be
known results. In performing calculations to describe the
data and perform hypothesis testing then the :steps
undertaken in this study are as follows (Solyan sirzgar,
2014).

iv Regression Test

Data analysis used in this research s methad of
Regression analysis. In the regression anelysis wil be
developed in a regression equation is a mathematical
formula that searches for the value of the dependent
variable of the known independent variables. The
analysis is used primarily for forecastng, where in the
model there are dependent variables and indeperident
variables. In practice, regression analysis rnethods are
often distinguished between simole regression and
multiple regression. Simple regression if there is only
one independent variable whle multiple regression if
there is more than one independent variable

In this study there is one dependent variable
(service quality) and 3 independent variables namely
recruitment (X1) training (X2) and motivation (X3). Based
on tl the analysis method used is Multiple regresiion
The regression equation used i as “ollows.

Y= BO+B1X1 + B2 X2 + B3 X3 +e

Where,

¥ ~ Quality of ServicesKudlitas pelayanan
X1 = Recrutment

X2 — Traning

X3 —  Motivation

B1-B3 — Coefisien Regresiion (Parameter)

po —~  Constanta

e —  Error Factor

b
v Hypothesis Testing (Testing - 1)

Test - t Used to test the mean or not the
relationship of independent variables traning (X,),
recruitment (X,) and Motivation (X,) with the dependent
variable Quality of Service (Yi. Tre step-step testing
IS as:

Determining Hypothesis Formulation

HO: B = 0, Meaning th§EBhe variable X has no parually

significant effect on the variable Y.

HO: B = 0, Meaning that the variable X has a partally

significant influence on the variable Y.

(o) Determining degree of confidence or cvel
significant is 95% (a ~ 0,05), sample n and t table
= (a,n-k-1)

(c) Define Test Criteria

HO accepted if t Count <t table

Ha acceped 4 count:: t akle

(d) Bf¥<e corclusior

(€) Ht Count <t tabe thd§i HC is acc2oted anc He
rejectzd. This means that there is nc pos tve anc
significant influerce i~degendent varable 1free) tc
the deyzendent varaole (bcound)

() i the count> t tabifijthen 150 reccted ard Hair
receipt, It means Fat tazre is 4 positive anc
significant influence ndegendent variaole (free) tc
the deperdent var qﬂga (beund)

v Mcael Accuracy Tesi (F T¢s9)

F-Stauste test 1s used to fing out whather the
indegerdent varable equaly atec: the free varigizlcs
According t© kuncore (2001 states thet  doulle
correlatior is & number tha: indcstes the cinzcton and
strengtr o the relatonshio batween tro independent
variables togetner or more vech t-e cependen: varnas &
Meanwhile, accorcing to satiey 12004} ctec frem the
study Umiarifzh (2213) {fles that statisteal tes = m Fis
unconscious indicates whether all the free varables
inclucled i~ the mode’ have infuznce tagether on tha
bound var aoles |

vii Deerminason Confguraticn Tas! (FF)

The ceefficient of detarmina: on is a comparnison
between the vanaton of th: dependen  vanable
descrbed oy the irdependen: vareble calectvely
compard 'with the -otal variavion of h2 de a|

el

vanakle The detarminaton coeffoien test (0 0
measure how the proportion of wvaietion of 2
dependen vanakle boond) cas be olaned by e

indepznden (indeffBndert variasiz. According to Satiaj
(2004) tha: the coeficent cf datermination R n
essence to meas.ie how far the sb lity of indezerdert
variatles in explanng the depencert vvieble, wnecas
according 1o (ghozal, 2009 explan thet the ceetfizert
deterrninan: measure the codcness of ft from the
regression  eguaion is gving perezrtege of ozl
variation mn varables dound tast is e planec oy e
independeriifanao e. Ghozal elao siate s that kectiesien
essentially measures how far tre model's aoiity to
explain variations of bound variab es

The value of the detenminan: coeffcient s
between 0 - 1. The small value 3 R* means th2 akilty of
the independent vzriaoles in e ar ng the vanatio~ of
deperdent varcties is imited. A value close o one
means the independent varebes provide al the
informatior: needed ‘o predict he vanation of the
deperdent variable (ghozai, 2C0%). The value of = - 7
means the: the regeneration 1nz occurs describing
100% of th2 vanaion inthe cepencer tyvaisble, "3 - 0
means the mode that occurs can rot axplan the
slightest lire of regress on :hat nccurs. Vether or rot a
model is no” determined by RB? iz high but should pay
more aftenton to the logica or theoret cal relevance of
the independert variab e wit~ the depeicen vanabla 11
the statistica sense




viii Classic Assurmiption Test

The classical assumption test is ar early slage
used before linear regression analysis. The assumption
test of this class is intended to know the use of muiltiple
regression linear model in analyzing nas fulfilled class
assurmption. Multiple linear models wil be more
appropriate to use and produce more accurate
calculations if the following assurnptons can be met
ie the normality test, heteroskedztisitas test and
multicolinearity test.

I\

RES I

a) Test Valdity B¥% Realibility

Validity test is the degree of accuracy of data
delivery that occurs in the object of research with data
reported by the researcher and show the extent to vihich
a measuring tool is able to measure what you want to

measura. (Syofian, 2074 Feqwreltiar is vaio it the
corre atve coefficent of product moment exceeds 03

and the coefficent of the moment poduct cerrelat or <

greater than r table. To finc aut 1 the m2asuing oo ¢
reliable o- not, then used Crononzch Agha frethod
where this method is used o deermir e the reiabiity o
each tem statement. An irstunent is co-siderec
reliable if the reliabilty coefficient (Cortactis clona
value is « least C6 (Sugiono, 2313). vaidity tos and
reliability “est using Stetisucal rogram and Stetiseca
Produict ana' Serdze Solutons (SPSS version 20,
i Rezruitment (X.)

Result of vaidty and reliablty test o iten
question o:*@cru;‘mml vaviable (X)) scneering 1o 30
respenden can be seen rtaol2 4 1 below:

Tat = 4 1 Validity and Reliability of Recruittmznt Varap es (X,)

— Vaid Feliabiity
§ : ; Cronbach's
tems | Coston | wometon | e | ™"
10519 | Veld | 0707 | Peliabel
2 0574 Velic 05592 | Feliabel
3 0480 | Vad | 059 | PBeliahel
a4 04w | Bid | 0705 | Feldxl
5 0.66: Velicl 0.588
6 0573 |  Velid Lo O
7 0466 | Vel | 0702 Bel
8 07% Velic | 0454 i

Source: Resulls of Processed Lata Research vl SP E,I
9

i Training (X,)
The result of validity and reliability test tc the
question items at Training Variabes (X2) varable

concerning o 30 respordents cin ke seen in able 432

below:

- Motivation (X.)

The result of Validity and Reliebility Test tc the
question items at Motivation \Biablas (X,) variable
concerning to 30 respondents can ke sezn in table
4.3 below:

Validity __ Reliabilty -
Cronoach’s Aipha ;
tams | Costiln | ifonnaton | LD 80" | wromaten
1 0.625 Vaiid 0783 Relabsl
0742 Vilid 0774 Relabel
3 0379 Valid 0772 Relabs!
4 0.£66 Elic 0766 | Relabel
S 0.£95 Vi D76z Reliabel __
6 0.€08 Valid 0 75¢ Reliabn
7 0.£07 Valid 0770 Relabel
8 | o005 Vadid 0767 [ Relaoo

Source: Results of Processed Data Rescarchwih SFSS

I




Table 1.3 Validity dan Religbility Motivat on Varizble (<.}

Vaiidty | _Relability 1
i Cronbach’s
hems | Cosfisien  Information nmmﬁnﬂw
|1 | oesr | Vaid o072
|2 | oess
3 0.:81 ]
4 | o
5 0£45
|6 | o3 _Aslubel
7 0.329 3:zlabel
8 [ oe2 | _Astabol -
9 022 _3dlabel
|10 | o042 3l abel
11| oes _ Aslane
12 0.845 Aelanel
EE 0497 Reladel
| 14 | 0338 Rl
|15 | 0319 _Relacel
16 0472 Rehiaoel
[ 17 | o040 ] | Relaed
|18 [ 03% v _Peladl
Source Results of Processed Dala Research wih SPLS
iv Quality Service 1Y) concerrin to 30 resocnderts car ke seen in talle

The result of validity and reliabilty test to 4.4 below
the question items on Quaity Sersce (Y) vaiable

1 1 Validity dan Raliabiliy vanable Sarvice Variabers (Y)

Validitas Reliabilitas -
Coefigien Cronbach'’s Alpha
Pt | vad s | Awibe N
2 €.799
3 cesl |
4 C.784
5 C744 |
6 c8sr
70905 |
8 0.845
9 0723
0 osiz |
1 0.879
12 oe |
130805 | va 748 | Releba
14 0627 Valid 759 Redizb =l
15 | 0653 |  Vaid 754 | Relebsl
16 | 0752 | Vais | 7% | Reebd
17 | 0782 vais | 749 Relebsl |
Source. Pesults of Processed Dale Rescarch with SPHE
b) Descriptive Statistical Test informat on on minirmum, meximarn, ard mear vau s

Statistical descriptive analysis was conducted  of Recruitrnent Varablas (X1, Trzinag (X)) Motivation
on 30 respondents. The analysis of all models of (X.), and Sevice Qualty (Y). Based on tieresu s cf the
regression equations in this study usirg Statistic  calculations that have been cone  hor the resis
Production and Solution (SPSS) v.16.0. The purpose  obtairecd cdescriptve staistics as i1st2c in the “olowing
of the statistical descriptive test is !0 present table 4.5




Descriptive Analysis of Data Statsics

i Variable N | Minimum | Maximum | Mean S5td. Deviation
Recruitment (X.) 30 | 23 &9 31.83
Traning (X.) E 14 7| 2060
_ Motivation (%) 3] 50 | &0 | 7007
Quality of Service (Y) | 30 | 18 | £5 71.90
| ValdN flistwise) | 30 1

c) Asw)pt/on Test Results

i Normality Test
Norm@@ily test in this study using Kolmogiorov
Smirnov. The basic concept of the Kolimogorov Smirmnov
normality test is to compare the data distribution (1o be
testdf for normality! to the normal stardard distribtion.
The application of Kolmogorov Smirnov test is that f the

Source: Fesuits of Processed Data Hevearch vach SFSE

tested has a signdicant dfference vith h2 rorma 1ew
data, the data is not normel. Furtwermore. if tha
significance above .05 then trere is no sgnificant
difference cetweer the data to bte tes:ec with normal
raw clata, ~elfghg that the cete we ested rorely.
Normaliy "est tesulis can be seen scbgamena table 4.7
follows:

significance below 0.05 means that the data to be

Il

Table 4 . Normelity Test Results with Kolmogorov-Snnmméﬁ'e-Sempe Tes: Summay
| Unstsndardized
| Residual
N 20
o i Mean | odoloce |
Normel Prame oS’ | "Sia Deviston | 3 7asisiee
| Apsolte | e
Most Extreme Differences Positive 039 o
| Negative C =119 o
komogorov-SrimovZ | 8%
Asymg. Si3. (2-tailed) 737

Source: Fesults of Processzd Daa Reseaict with SPES

3 The above Kolmogorov-Sminov test shows that
the Asymp. Sig value s 0.787. greater than 0.05 so it
can be concluded ‘ha! the data we tested is norrnally
distributed or the model is not exposed to the problem
of normality.

i Heterocedasticity Test

Test method used is by Gleser test that is to
regress Absolute Residual value (Ubslit) as dependent

varniable. It the incependert varasie does ~ct atfect
Absolute Fesidual (UbsU) ther therc is no indication of

hetercqustisity.

Gleser test resuits can be se2n n tatle 4 7 as fo ow::

Toh

Heterocedasticity Test Resuits Surnmary

Coefficients®

Unstandardized ~ Standardized
Model Coefficients Cosfficients

B Std. Eror Bota
(Constant; | €501 5984 ) 421

; Recruitmeny 004 133 02 02 |

Treining 022 120 N O - I
Mctivation - 044 110 -4 067

3. Cepencert Variebis: HES Z
Source: Results of Processe s Datz Research wits SPSS

il Multicolinearty Test
The multicollinearity tes- can be done by loo<ng
at the variance inflation factor (VIF) in the regression
model. If the resulting VIF is smaller than 3, then the

vanable does not Fave muttdgzans issues wmb ober
free veriables. VIF test resuits ca be seenin Tabe 4.3
as follows:




Table 4.8 Surmmary of Multicollinearity Test Results
| Collinaarity Stetistices
No.| ~Vaebel  "olerance | VIF
1 Recrutment (X.) 863 1.151
L2 |Training (%) | 745 | 1.341
3 Motivation (X} 82) 1.219

Source: Results of Processed Data Hesearch with SPSS

d) Results of Multiple Regress.on
One of the objectives of regression analysis 1s
to see the effect of independent variables (ndeverden)

Tzt

consisting of Recruitment (X1 Trarirg (20), anc
Motivation (X, variakles, o0 tre Jdegendent varalle
(deveden), namely Senice Quaiy (Y) North Lembek.
The rasults of multip e linezr regressicr modal vat the
help of =PSE v 16,0 for be dependert vanalle
(Qualty of Service) and te2 indspef@ent vaiables
(Recruitment, Traning end Mctiverion) cal be secr in
table 4 9 beow:

1e 47 Results of Miltiple Linear Recression Cacuatons

"Independent | Regresion | o . - |

No- Variable | Coefisien | ST oM

1 ‘ Rzcrutment (X.) 233 4.7 Tl

2 | Tiaining (X,) 793 207 2912

3 | Notivation (X;) 579 204 1.206
Constania = 7.550 Sig.F== 2000 |
R=770______ _ |a=00s o
'R Square = 593
[Adustec R Square - 546 T
L F Change = 12604 IR

Source: Results o) Processed Dala Re:ﬁ;‘wcf-: with SPSS

Results of multiple linear recression analysis
in table 4.9 above can be explained and analvzed
the influence between dependen. and independent
variables. and the result of multiple linear regression
equation

Y=a+blXl +b2X2+b3X3+e

Y — 7,550 + 0,233X1 + 0,793XZ + 0,579X3 + €

Based the multiple linear regression
equation above, it can be seen that the indepen dent
variable has a positive influence on the defhent
variable. The above regression equation can be
interpreted as follows:

1. The constant of 7550 indicates that if the
indevendent variable consisting of Recruitment (X,),
Training (X;). and Motivaton 1X,) is C, then the
Service Quality (Y) 15 7,550.

2. Regression coefficient of variable recrutrment (X of
0.233 means that if Recruitment (X,) has increesed
by 1 then, Quality of Service (Y) will increase by
0233 assuming other incleverden varable fxed
value.

3. The coefficient of regression of Training vanable (X.)
is 0,793 meaning that if Training (X,) has increased
by 1 then, Quaity of Service (Y) will increase by
0,793 with other indevendan varieble assumption
fixed value.

4. The regression coefficient of Moivaion (X,) vanable
is 0,579 meaning that if Motivation (X,) increases by
1 then, Quality of Service (Y) wil' inzrease by 0,579
assuming other indevenden varieble is fixed value.

Then the results of muliple correlation anat/sis
(R) and determination analysis (R Square), and Adjusted

R Square zan ve see” in table 0. In atle 4.9 atowe
can b seen thi2 value of double correleton (R cf 0.770.
Because the value of deouble coneaior (F) is ootween
0.60-C.79 it can ke concludec tat “here 1s strong
relationship between irdependen varable (ndzpendent
consicting of Recruitment Vanalzles (X)), Trer tg (<
and Motivation (X.), against te dependen: vinatle
(depedent) 13 Quality o’ Service (V. Then the cozfficien
of determiration (Acjusted 3 Squzre) of 0.546 or 54.60%
shows the contrioution of vadatle Fecriitrent 1X
Trainirg (X and Motivation x,), togethar have an effoe:
on the vanable of Service QLaity (Y. of 54.60% Whilz
the rest of 45.40% influenced by oher variekles outs clz
the model nanable)

e) Hypothesis Testing

Hyoothesis testing is done to est th: thres
research hypothese:s ae:

Hat: Fecrutment positrvely affects the Qual ty of Serv e
at the _and Dffice of North Lornbo< regercy.

Ha2: Training has a positive effec or Service Quality &t
Land Office of Morth Lomzok Regency.

Ha3: Motivaion pas tively affect the Qual ty of Se~vee st
the Land Ofize of North Lormoaok regeacy.

To test the hypothesis azove than, do the test
partially 1alone) or t test. T fest iz done 1o anaze the
nfluence  of Recrdatrment (X)  Traang X)) and
Motivation (x.) vanzble, to Senvic Quelty () vjiibie.
Testing 1s cone by companng t-czunt vace with tHable,
with creteria tes ing if t-count = tsble ther Ha accepid
but if t-co.nt <t-table terffHo accepted and Ha
rejected. to see t-court value 3en b2 seenin table 4:10
in the followirg:




Tabl» 4.10. Summary of Test Fesults t

- | tSignificant | t-Table  Information
Recruitr 447 2056 NotSienficer:

Training (X.) 2912 007 2056 Signiicent
Motivation (X) | 3206 | 004 206 Signiicent

Source Results of Processer! Daa Resesich vith SRS

From table 4.10 above can be sean that the t
test results to determine the level of significance or
significance in partial each indepznclent varable in a
row can be described as follows:

i Hypothesis Testing Ha,

Testing of the first hypcthesis (Ha) s
"Recruitment positively affects the Quality of EBrvice at
the Land Office of North Lombok regency”. Based on
the calculation in table 4:10 above can be seen the
value of t-count for variable Recruitmet (X,) of 0.558, t-
significance equal to 0,447 with t-teble valuz 2,056 The
results of this st show the value of t-count (0,55¢€) <t-
table (2.056) it can be concluded that the recruitment
variable (X,) has no significant effest on Service Quality
(Y) at the Land Office of North Lombok. regency. Then t-
count is positive value means Recruitraent variatle (X1)
has a positive effect on the Quality of Service (Y) &t the
Land Office of North Lombok regency.

From the results of the first nypothesis test (Ha,)
in this study which states that "Recruitment positively
affects the Quality of Service a: the Land Office of North
Lombok Regency*, not accepted.

i Hypothesis Testing Ha2

Testing the first hypothesis (Ha2) 1s "Traning
positively affect the Quality @iService at the Land Office
of North Lombok regency’. Based an the calculation in
table 4:10 above can be seern the vaue of t-court for
Training variables (X2) of 2,912, t-sigrificarce of 0.007
with the value of t-table 2.056. The results of this t test
show the value of t-count (2.912) > t-table (2.056) it can
be concluded that the training variables (X2) have a
significant effect on Service Qualty (Y) &t the Land
Office of North Lombok regency. Than ‘-count is positive
value means Training varable (X2) nas a positive effect
on the Qudity of Service (Y) at the Land Off ce of MNorth
Lombok regency.

From the results of the first hypothesis test
(Ha2) in this study which states that ‘Traning has a
positive effect on Service Quality a: the Land Office of
North Lombok Regency”, accepted.

i Hypothes:s Testing Ha,

Testing of the first hypotiesis (Ha3, is
"Motivation positively affect the Quality of ERrvice a. the
Land Office of North Lombok regency”. Based on the
calculation in table 4:10 above car be seen the value
of t-count for the vanable Motivatior (X2) of 3.208,
t-significance of 0.004 with the value of ttable ETF6.
The results of this t ‘est show the value of t-count
(3.206) > t-table (2.056€) it can be concluded that the

motivat on vasablz X3 has a sgnficant cliect on
Service Qualizy (YY) at tre Land Cffice o Nortk ook
Regency. Then t-count is postre welue me:inng
motivatior vanaole (X, have oostve efzct or to Service
Quality (Y at Land Ofice of Nerth Lomaok regency.
From “he rasuts of the frstbypohasis test (Ha,)
in ths st.dy whceh states tha "NMotivation pos ivey
affec’ the Qualty of Service at the Land Office o Motk
Lombiok: Fegency”, an:(:ept?p

L)

) Mode: Accuracy Test (F Test)

F test is conxucted fc  tast  whetbe
simulaneously or togetrer ndependert  vanzhb s
{recruitrment, trairing and motivatior) have a signi’ cant
effect on Service Quality a:- Land Of e of Norh Lomibck
regercy. If F-aritmetic > Ftacle o i Sig <008
then indezencent varable (Rz2critmen, Traning and
Motivation) nave a signif cart efect on Service Qua tv a
Land Office of Nortn Lombo< Rezency.

Based on table 49 abcve ob ained =-zourt of
12604 wih Sg of 0.C00. Tre aralysis msulls zhawy
F-count (12,624)> F-takle (293) ard Sig. (0.007)
<0.05. Ths shows that simulancously o togethir
independen: vanabes  (Feeutment,  Traming oo
Motivationi have asigrificart effect cn Service Quality =1
the Land Of ice of North Lombok regency.

EE | N

Tre rescits of his study indcate that e
propcsed “egressicn model coss not cor tein sy ioans
of normaliv. heteroscedasicity ard rultico' rieartty,
which mezns that the ultip ¢ linzar regression rnode! n
this study is BLUE (Best Linear Unbias Estirnater, to
that test ng and analyzing on the recressicn rncdal con
be furher done.

Discussion of raseerch  results ncwce
discussion of the effect of the vanables Recruitment 20,
Training (X, and Motivatior D0}, ‘o varable Servce
Qudlity (Y) botr smuizancously a-d parially, as falows

a) Receuiiment (X,

The results of pertial aralssis for he recrutment
vanable (1) do rot have a siznilcan: influerce on
Service Quaity (Y) at the Lend Cfice o North Lomboek
regency. This can be szer forn the recrassion
coefficient of 0.243 with - test resul s ahere, the value
of t-count :0.773) <« t-tatle (2.053) end sinficant
level of 0447 s greater than the sdecifiec sinficant
level of C.03.

Ths resubs of this t est show that the
recruitment variable (X1) has no significent effec . or ine




Quality of Service (Y) at the Land Office of North
Lombok Regency. The effect of this insigniiicant
recruitment needs to be further inves:igated. However,
according to the authors view of the problems that
occur is not yet netted applicants who have guality
in accordance with ‘he wishes of the government.
Factors that cause the substance of selection /
examination Employees are not eble to rneasure the
competencies possessed by applicants other than
that also aspects of reasoning power, analytical
power, personality, and tke use of Information
Technology has not been able to be measured through
the tests that are now implemented.

Another factor is the applicaton of the
assessment based on the new passing grade is done
in 2017 Through the Regulation of the Minister of
Administrative  Reforrn and  Bureaucraic  Reform
(PANRB) number 22/2017. Prior to tiis rule, passing
grade assessments have not teen implemented, so the
implementation of previous CPNS acceptance is done
by determining acceptance based on the results cf the
ranking alone. Implementation based on ranking Joes
not guarantee the nets of apolicants who have good
qudlity this is indeed very possible because all
applicants do not have good guality. The problem that
arises in the procedure of recruiting Candidates for Civil
Servants in almost al areas of Indonesia is the issue of
transparency in the recruitmerit of Candidates for Civil
Servants, the transparency here refe's to the
transparency of the CPNS recruitmen: process, where
honesty and objectivity in recruting CPNS is the hope of
the community. While the recruitrent of Officials Not
Fixed Refer to the regulation. Recruitmert of Non-
Permanent Employees shall be conducted in respective
Regional Offices of BPN throughcout Indonesia which
shall see according to the passing standard applicable
in the Regional Office of BPN where such recruitiment
takes place.

b) Training (X.)

Partial analysis results for Training vanables (X.)
have a significant influence on Service Qualtty at the
Land Office of North Lombok regency. This can be seen
from the regression coefficient of 0.793 with the result of
t test where, the value of t-count (2,912 > t-table (2.056)
and significant level 0007 smaller than tre specified
significant level of 0.05.

The results of this t test show that varial
variable Training (X;) has a signficant irfluence on
Service Quality at the Land Office of North Lombok
regency.

The influence of training on the guality of the
waiter is due to the traning at the Land Office of North
Lombok regency. It has been effective, mearing tha: the
implementation of the training participants, trainers,
training materials, employee training methods arz in
accordance with clear standards.

¢ Motveiron (X))

The results of oartial enalysis ‘o moivatora
variables (X)) have a scnifcant influence or VCE
Qualizy at the Land Office of Norh _crbok egercy. [
can be seen from regression cozficient equal to C,57¢
with result of t test wrerz, t-coun: va ue 13.200) = t-'alle
(2.0553) and a signficant level 07 0.004 wikich 1= s
than the sizecilied signficant e of 2.03.

The results of this * tes show het i} varalile
Motivation X\ has a signfeant influence on Service
Qualiry at he Land Office of Merh Leme ok flency.

Gvng mctivation o employess at twe Land
Office of Noth Lomtok Regccy has done  will,
meaning n terms of endurance or ciigent 1~ doing
tasks feecback, challzngrg work, cislike sucizess
because of a concde~ce hase rasconsibly for its
performance  alrezdy eppled wih good. According
to Hasbuan (2005), motvaten tas a plffise ©
encourage pzssion and morals, mprove enodloves
morale and joo catsfacticn, ircrease  endloye?
productvity, mantan erploy2: oyally 3ad stao iy,
Efibrove ciscipline and recLe? ermolovee aterdance,
increase creaivity anc ervploane paticipation aad
enhancing erplovees' sers? of regponsibkiity  ‘or
therr duties

d) Impicaton of Research 3260t

Tre results of this rasezich fincings have ~roe
implicatiors narrely: theorstical practcal, ard policy
implicatiors The theoreticel irnal cations in tr ¢ siuady
are as follows: The firdings 27 tus study support intorzl
marketing  theory|Hibpressed by (Supriyaro ard
Ernawaty, 2010). Internal i ahz{mi i @ continuoas
process that takes place firmly aitiin a comoary or
organizeticn that aligns ‘unctonal process2s, nclivaes
and empoviers emoloyees at all levols of mancgamenrt
to congistertly deliver a satissacons eqeriance to
customers The resul: of the rescerch irdicetes that e
recruirmant  tranirg and motivetion have pesitive and
significant nfluence onthe s2vice qualty

Practical mplications, s reseerck car be
used by the Head of Office of Land Ofice of North
Lombok Ragercy nimgroving the ¢ialts 5° service lor
the people in Nortr Lombok and Meking cons dercticn
for the emplovees of Land Offc2 o” Nortt _cmbek
Regericy in providng batter sendce.

Pclcy implicators, the poslicy of ks rzzearch
can bz used by he Heed (H2acd of Jffice’ of the Land
Office of Morth Lombok Reg:ncy e one of the
considerations in detervining tre  specific pol cics
related to recruitrment. tranrg :nd maotivaien, Where
these trrez aspects arc related tc each cther. The
results of thss sudy car aso be en iratfor the Mir sty
of Agraran Affairs (ATRIMNetonal _and Agercy (BPR
of the Repubic of Indonesia and tre Minsrny of
Admiristraive  Reform anc  Bureauciadic Feform in
minimzing the problems of slassic: i the procedue




of recruitment of Candidates for Civil Servants in almost
all parts of Indonesia that is the preblem transparency in
the recruitment of Candidates for Civil Servants, the
transparency referred to here i1s abou the ‘ransparency
of the recruitment process of CPNS, where honesty and
objectivity in recruiting CPNS, is the expectation of the
community.
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The conclusions in this study are:

1. Vanable Recruitment (X,) Fas no significant effect on
Service Quality (Yi at Land Office of North Lombok
regency. This illustrates that the recruitment sy stem
of the employees at thz Land Office of North
Lombok regency has no: charged the qualty of
services provided to the beneficiaries of service
(community)

2. Variable Training (X.) has a significant influence on
Service Quality at the Land Office of North Loimbok
regency. This illusirates that trainings provide views
for employees or employees of the Land Office of
the northern distrct of Lombok in improving the
quality of services provided to the community

3. Variable Motivation (X,) has a significant influence
on Service Quality at the Land Office of North
Lombok regency. This illustrates that the employees
or employees of the distric: land office are motivated
in providing quality services to the community.

a) SugfiBton
Based on the results of reseaich that has ceen

done, it is proposed suggestions include:

1. Further research may develop outside research
variables used in this study.

2. Further research 1s also expected to expand the
object of research, for example by using a work unit
within the work area of the Land Office o the
Regency of West Nusa Tenggara as the object of
research.

3. Researchers can then conduct resesrch or the
factors that affect the quality of recruitment, tra ning
and motivation.
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