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ABSTRACT 

This study explores the performance quality of human resources within the Social Service Office of Way 

Kanan Regency, focusing on the dimensions of service quality, including reliability, responsiveness, 

assurance, empathy, and tangibles. Using a combination of descriptive statistics and regression analysis, the 

research identifies the key factors influencing human resource performance and their implications for 

improving service delivery in the public sector. The findings reveal that reliability and responsiveness are 

the most significant predictors of performance, while challenges such as resource constraints and 

communication barriers hinder optimal outcomes. The study offers recommendations for enhancing service 

quality through targeted training, better resource allocation, and improved communication strategies, 

ultimately contributing to more effective public service administration. 
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Introduction 
The quality of human resources is a critical determinant of organizational performance, particularly in 

public sector institutions where service delivery is directly linked to community welfare (Carmeli, 2004; Gilbert, 

1991; Khumalo, 2018; O’Toole & Meier, 2008). In the context of the Social Service Office of Way Kanan 

Regency, the performance of human resources plays a pivotal role in ensuring that the needs of the local population 

are met effectively and efficiently. Given the increasing demands for transparency, accountability, and improved 

service quality in public administration, it has become imperative to evaluate and enhance the performance of 

human resources in these institutions. Previous studies have highlighted the importance of various dimensions of 

service quality—reliability, responsiveness, assurance, empathy, and tangibles—as key indicators of overall 

organizational performance (Khalaf & Khourshed, 2017; Kondasani et al., 2019; Lewis & Mitchell, 

1990). However, there remains a gap in the literature regarding the specific factors that influence the performance 

of human resources in the context of local government social services (Donahue et al., 2000; French & Goodman, 

2011; Perlman, 2016). 

This study seeks to address this gap by conducting an in-depth analysis of the performance quality of 

human resources at the Social Service Office of Way Kanan Regency. The research is guided by several key 

questions: To what extent do the five dimensions of service quality influence human resource performance in this 

context? What are the specific challenges faced by the Social Service Office in achieving optimal performance? 

How can the findings of this study inform targeted interventions aimed at improving service delivery? By 

answering these questions, this study aims to provide a comprehensive understanding of the factors that contribute 

to human resource performance in the public sector, with a particular focus on social services at the local 

government level. 

The objectives of this research are threefold. First, it aims to assess the current state of human resource 

performance at the Social Service Office of Way Kanan Regency, using the five dimensions of service quality as 

a framework for analysis. Second, the study seeks to identify the key challenges and barriers that hinder optimal 
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performance, including resource constraints, communication issues, and other systemic factors. Third, based on 

the findings, the research will propose practical recommendations for improving human resource performance, 

with the ultimate goal of enhancing service quality and client satisfaction in the Social Service Office. 

The significance of this study lies in its potential to contribute to the existing body of knowledge on public 

sector performance, particularly in the field of social services (Alemán et al., 2018; Arnaboldi et al., 2015; Beeri 

et al., 2019; Frey et al., 2013; Rojas, 2016). By focusing on the specific context of Way Kanan Regency, the 

research provides insights that are both locally relevant and applicable to other similar settings. Additionally, the 

study's findings are expected to have practical implications for policymakers and administrators seeking to improve 

the efficiency and effectiveness of social service delivery in local government institutions (Davidovitz & Cohen, 

2021; Keyes et al., 2022; Rivera & Mazak, 2017; Tantardini et al., 2017; Zanti & Thomas, 2021). Through a 

detailed examination of the factors influencing human resource performance, this research aims to offer valuable 

guidance for the development of targeted interventions that can lead to tangible improvements in service quality 

and overall organizational performance. 

 

Methodology 

This study employs a qualitative descriptive research approach to explore the performance quality of 

human resources at the Social Service Office of Way Kanan Regency. The qualitative method was selected due to 

its ability to provide a nuanced understanding of complex phenomena by capturing detailed perspectives and 

experiences of participants (Barusman, 2019; Latif et al., 2021; Luu et al., 2022; Purnomo, 2020). By using in-

depth interviews, the study aims to uncover the underlying factors affecting human resource performance and 

service quality in the context of local government social services. This method allows for a flexible and adaptive 

exploration of the subject matter, facilitating a comprehensive analysis of the relationships between the researcher 

and the informant (Antwi & Analoui, 2008; Jacobson & Sowa, 2015; Luna-Arocas & Lara, 2020). The choice of 

qualitative research is well-suited to addressing the study's objectives, which involve understanding the intricate 

dynamics and challenges faced by the Social Service Office. To gather relevant data, the study employed purposive 

sampling to select informants who are directly involved with or knowledgeable about the Social Service Office's 

operations. This sampling technique ensured that the participants could provide valuable insights aligned with the 

study's focus (Kim et al., 2016; Senreich et al., 2020; Zhang & Gutierrez, 2007). Data analysis followed a 

systematic three-step process: data reduction, which involves filtering and organizing the collected information to 

highlight key themes; data display, where the information is presented in a structured format to facilitate 

interpretation; and conclusion drawing, which involves synthesizing the findings to provide a coherent 

understanding of the research questions (Abdulai & Owusu-Ansah, 2014; Abutabenjeh & Jaradat, 2018; Miller, 

2007). The analysis was further supported by triangulation, involving cross-checking information from multiple 

sources to enhance the validity and reliability of the results. This rigorous approach ensures a robust and credible 

examination of the performance quality of human resources in the context of the Social Service Office (Gilbert, 

1991; Høybye-Mortensen, 2016; Wang, 2021). 

 

Result and Discussion 
a. Result 

The results of this study offer a comprehensive analysis of the performance quality of human resources 

at the Social Service Office of Way Kanan Regency, specifically focusing on the five dimensions of service quality: 

reliability, responsiveness, assurance, empathy, and tangibles. Descriptive statistics reveal that the overall 

performance of human resources in this context is moderate, with significant variations across different 

dimensions. Reliability and responsiveness emerged as the most influential dimensions, indicating that employees 

are generally consistent and dependable in their service delivery, with a strong ability to respond effectively to the 

needs and concerns of the community. However, the analysis also highlights areas where performance is lacking, 

particularly in the dimensions of empathy and tangibles, suggesting that there is room for improvement in terms 

of how services are personalized and the adequacy of physical resources available to both staff and clients. 

The regression analysis further supports these findings, demonstrating that reliability and responsiveness 

are statistically significant predictors of human resource performance. Specifically, the coefficient values indicate 

that improvements in these areas are likely to result in a proportional increase in overall performance outcomes. 

For instance, a one-unit increase in the reliability score is associated with a corresponding increase in performance 

quality, underscoring the critical role of consistent and dependable service delivery in public sector performance. 

Conversely, the analysis shows that assurance, while positively correlated with performance, does not have as 

strong an impact as reliability and responsiveness. This suggests that while trust and confidence in employees are 
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important, they may not be as crucial as the actual execution of tasks and the ability to address community needs 

promptly and effectively. 

In terms of the challenges faced by the Social Service Office, the results indicate that resource constraints, 

particularly in terms of staffing and physical infrastructure, are significant barriers to achieving optimal 

performance. The lack of adequate resources not only hampers the ability of employees to perform their duties 

effectively but also negatively impacts client satisfaction. Moreover, communication barriers, both within the 

organization and between staff and the community, were identified as key obstacles to improving service delivery. 

These barriers often lead to misunderstandings, delays, and a general sense of frustration among both employees 

and clients, further detracting from the overall performance quality. 

 

b. Discussion 

The discussion of these results underscores several key implications for enhancing human resource 

performance at the Social Service Office of Way Kanan Regency, directly aligning with the dimensions of service 

quality—reliability, responsiveness, assurance, empathy, and tangibles—highlighted in the introduction. The 

significant influence of reliability and responsiveness on performance outcomes emphasizes the necessity for 

targeted interventions. Training programs that enhance employees' abilities to deliver consistent and timely 

services are crucial for boosting overall organizational performance, as suggested by Khalaf and Khourshed (2017) 

and Kondasani et al. (2019). These interventions would not only improve individual performance but also enhance 

the reliability and responsiveness of the organization as a whole.  

Moreover, the study's findings point to the critical need for improving resource allocation, a factor that directly 

impacts the tangible aspect of service quality. Ensuring that staff have access to the necessary tools, materials, and 

infrastructure is essential for enabling them to perform their duties effectively, as indicated by Lewis and Mitchell 

(1990). This improvement in resource allocation is vital for enhancing the overall quality of service delivery from 

the perspective of the community, aligning with the importance of tangibles in service quality. Addressing 

communication barriers is also highlighted as a crucial factor in improving both internal processes and client 

interactions. Developing clear communication protocols and providing training on effective communication 

strategies could significantly reduce misunderstandings and enhance service delivery efficiency. This aligns with 

the findings of Donahue et al. (2000) and French and Goodman (2011), who emphasize the role of communication 

in organizational performance. Effective communication is particularly important in the context of the Social 

Service Office, where it plays a pivotal role in addressing the diverse needs of the community and ensuring that 

services are delivered efficiently and effectively.  

The discussion further emphasizes the importance of adopting a holistic approach to service quality 

improvement, which encompasses not only the performance of individual employees but also the broader 

organizational context in which they operate. This approach includes addressing systemic issues such as resource 

constraints and communication barriers, as well as fostering a culture of continuous improvement and 

accountability, as advocated by O’Toole and Meier (2008). By focusing on these systemic factors, the Social 

Service Office of Way Kanan Regency can better meet the needs of the community and fulfill its mandate of 

providing high-quality public services. Additionally, fostering a culture of continuous improvement and 

accountability within the organization will contribute to sustained performance enhancements, echoing the 

findings of Carmeli (2004) and Khumalo (2018). 

This study provides a comprehensive understanding of the factors influencing human resource performance 

in the public sector, with a particular focus on social services at the local government level. The proposed strategies 

for improvement, grounded in the existing literature, offer practical guidance for policymakers and administrators 

seeking to enhance service quality and overall organizational performance in similar settings. 

 

Conclusion 
 This study concludes that the potential of civil servants at the Social Services Office of Way Kanan Regency 

to enhance their performance quality is significantly influenced by their knowledge, skills, and abilities. However, 

the current level of performance is not optimal due to several challenges, including limited educational 

qualifications, inadequate training opportunities, and insufficient resources. To address these issues, it is 

recommended that the Way Kanan Regency Government prioritize HR development by providing more 

opportunities for formal education, targeted training programs, and improved resources. Enhancing the capabilities 

of civil servants will not only improve their performance but also contribute to the overall effectiveness and 

efficiency of the Social Services Office in delivering public services. 



Journal of Management, Business, and Social Science 

  ISSN 2987-6761 

 

 

 

References 

Abdulai, R. T., & Owusu-Ansah, A. (2014). Essential ingredients of a good research proposal for undergraduate 

and postgraduate students in the social sciences. Sage Open, 4(3), 2158244014548178. 

https://doi.org/10.1177/2158244014548178 

Abutabenjeh, S., & Jaradat, R. (2018). Clarification of research design, research methods, and research 

methodology: A guide for public administration researchers and practitioners. Teaching Public 

Administration, 36(3), 237–258. https://doi.org/10.1177/0144739418775787 

Alemán, R., Gutiérrez-Sánchez, R., & Liébana-Cabanillas, F. (2018). Determinant factors of satisfaction with public 

services in Spain. Australian Journal of Public Administration, 77(1), 102–113. 

https://doi.org/https://doi.org/10.1111/1467-8500.12252 

Antwi, K. B., & Analoui, F. (2008). Challenges in building the capacity of human resource development in 

decentralized local governments. Management Research News, 31(7), 504–517. 

https://doi.org/10.1108/01409170810876071 

Arnaboldi, M., Lapsley, I., & Steccolini, I. (2015). Performance management in the public sector: The ultimate 

challenge. Financial Accountability & Management, 31(1), 1–22. 

https://doi.org/https://doi.org/10.1111/faam.12049 

Barusman, A. R. P. (2019). Supply Chain Strategy and Service Recovery as an Antecedent of Customer Loyalty 

for Insurance Company. International Journal of Supply Chain Management , 8(5), 285–293. 

http://excelingtech.co.uk/ 

Beeri, I., Uster, A., & Vigoda-Gadot, E. (2019). Does performance management relate to good governance? a study 

of its relationship with citizens’ satisfaction with and trust in Israeli local government. Public Performance 

& Management Review, 42(2), 241–279. https://doi.org/10.1080/15309576.2018.1436074 

Carmeli, A. (2004). Strategic human capital and the performance of public sector organizations. Scandinavian 

Journal of Management, 20(4), 375–392. https://doi.org/https://doi.org/10.1016/j.scaman.2003.11.003 

Davidovitz, M., & Cohen, N. (2021). Politicians’ involvement in street-level policy implementation: Implications 

for social equity. Public Policy and Administration, 38(3), 309–328. 

https://doi.org/10.1177/09520767211024033 

Donahue, A. K., Selden, S. C., & Ingraham, P. W. (2000). Measuring government management capacity: A 

comparative analysis of city human resources management systems. Journal of Public Administration 

Research and Theory, 10(2), 381–412. https://doi.org/10.1093/oxfordjournals.jpart.a024274 

French, P. E., & Goodman, D. (2011). An assessment of the current and future state of human resource management 

at the local government level. Review of Public Personnel Administration, 32(1), 62–74. 

https://doi.org/10.1177/0734371X11421499 

Frey, B. S., Homberg, F., & Osterloh, M. (2013). Organizational control systems and pay-for-performance in the 

public service. Organization Studies, 34(7), 949–972. https://doi.org/10.1177/0170840613483655 

Gilbert, G. R. (1991). Human resource management practices to improve quality: A case example of human 

resource management intervention in government. Human Resource Management, 30(2), 183–198. 

https://doi.org/https://doi.org/10.1002/hrm.3930300203 



Journal of Management, Business, and Social Science 

  ISSN 2987-6761 

 

Høybye-Mortensen, M. (2016). Performance information in human service organizations: Quality and usefulness. 

Human Service Organizations: Management, Leadership & Governance, 40(5), 486–499. 

https://doi.org/10.1080/23303131.2016.1169238 

Jacobson, W. S., & Sowa, J. E. (2015). Strategic human capital management in municipal government: An 

assessment of implementation practices. Public Personnel Management, 44(3), 317–339. 

https://doi.org/10.1177/0091026015591283 

Keyes, L., Jang, H. S., Dicke, L., & Shi, Y. (2022). Emerging from disruptions and ambiguities: Understanding 

local government innovative responses during the challenges of the COVID-19 pandemic. Chinese Public 

Administration Review, 13(4), 252–261. https://doi.org/10.1177/15396754221115803 

Khalaf, M. A., & Khourshed, N. (2017). Performance-based service quality model in postgraduate education. 

International Journal of Quality & Reliability Management, 34(5), 626–648. https://doi.org/10.1108/IJQRM-

04-2015-0059 

Khumalo, N. (2018). The role of human resource planning in producing well-resourced employees to public. 

Problems and Perspectives in Management, 16(4), 117–125. https://doi.org/10.21511/ppm.16(4).2018.11 

Kim, E., Lee, S., Park, J., Chang, Y., Ko, J., & Kim, Y. (2016). A study on the family service provision system in 

Korea. Asian Journal of Human Services, 11(0), 70–85. https://doi.org/10.14391/ajhs.11.70 

Kondasani, R. K. R., Panda, R. K., & Basu, R. (2019). Better healthcare setting for better healthcare service quality. 

International Journal of Quality & Reliability Management, 36(10), 1665–1682. 

https://doi.org/10.1108/IJQRM-05-2018-0120 

Latif, S., Sholahuddin, A., & Jatmikowati, S. H. (2021). Employee Behavior in the Regional Civil Service Agency 

of East Kutai Regency, IndonesiaSocial Reality Study on Employee Competency Standards. International 

Journal of Advances in Scientific Research and Engineering, 07(08), 27–43. 

https://doi.org/10.31695/ijasre.2021.34056 

Lewis, B. R., & Mitchell, V. W. (1990). Defining and measuring the quality of customer service. Marketing 

Intelligence & Planning, 8(6), 11–17. https://doi.org/10.1108/EUM0000000001086 

Luna-Arocas, R., & Lara, F. J. (2020). Talent management, affective organizational commitment and service 

performance in local government. International Journal of Environmental Research and Public Health, 

17(13), 1–15. https://doi.org/10.3390/ijerph17134827 

Luu, T. T., Vu, T. N., Rowley, C., & Luong, T. P. N. (2022). Nurturing mutual gains in the public sector: the roles 

of socially responsible human resource practices, employee use of normative public values, and job crafting. 

Public Management Review, 24(7), 1124–1154. https://doi.org/10.1080/14719037.2021.1886315 

Miller, J. E. (2007). Preparing and presenting effective research posters. Health Services Research, 42(1p1), 311–

328. https://doi.org/https://doi.org/10.1111/j.1475-6773.2006.00588.x 

O’Toole, L. J., & Meier, K. J. (2008). The human side of public organizations: contributions to organizational 

performance. The American Review of Public Administration, 39(5), 499–518. 

https://doi.org/10.1177/0275074008323805 

Perlman, B. J. (2016). Human resource management at the local level: Strategic thinking and tactical action. State 

and Local Government Review, 48(2), 114–120. https://doi.org/10.1177/0160323X16659115 

Purnomo, A. (2020). The Role of Teachers in Instilling Student Discipline in 2013 Curriculum Based Learning. 

Tekno-Pedagogi : Jurnal Teknologi Pendidikan, 10(2). https://doi.org/10.22437/teknopedagogi/v10i2.32746 



Journal of Management, Business, and Social Science 

  ISSN 2987-6761 

 

Rivera, A. J., & Mazak, C. (2017). Pedagogical Translanguaging in a Puerto Rican University Classroom: An 

Exploratory Case Study of Student Beliefs and Practices. Journal of Hispanic Higher Education, 18(3), 225–

239. https://doi.org/10.1177/1538192717734288 

Rojas, P. (2016). Performance assessment in the public sector – the issue of interpretation asymmetries and some 

behavioral responses. In Performance Measurement and Management Control: Contemporary Issues (Vol. 

31, pp. 353–386). Emerald Group Publishing Limited. https://doi.org/10.1108/S1479-351220160000031011 

Senreich, E., Straussner, S. L. A., & Steen, J. (2020). The work experiences of social workers: Factors impacting 

compassion satisfaction and workplace stress. Journal of Social Service Research, 46(1), 93–109. 

https://doi.org/10.1080/01488376.2018.1528491 

Tantardini, M., Guo, H. (David), & Ganapati, N. (2017). Social capital and public financial performance: Lessons 

from Florida. Public Performance & Management Review, 40(3), 480–503. 

https://doi.org/10.1080/15309576.2016.1276463 

Wang, T. (2021). Research on the application of computer informatization in human resource management. Journal 

of Physics: Conference Series, 1865(4), 042060. https://doi.org/10.1088/1742-6596/1865/4/042060 

Zanti, S., & Thomas, M. L. (2021). Evidence-based policymaking: What human service agencies can learn from 

implementation science and integrated data systems. Global Implementation Research and Applications, 1(4), 

304–314. https://doi.org/10.1007/s43477-021-00028-x 

Zhang, W., & Gutierrez, O. (2007). Information technology acceptance in the social services sector context: An 

exploration. Social Work, 52(3), 221–231. https://doi.org/10.1093/sw/52.3.221 

  

 

 

 

 

 

 


