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Abstract

The study was aimed 1) to study the service quality of Soppong Subdistrict
Administrative Organization 2) to study the user satisfaction of Soppong Subdistrict
Administrative Organization and 3) to study service quality affecting user satisfaction
of Soppong Subdistrict Administrative Organization.

This study employed a quantitative method. The study population was 8,497
residents of Soppong Subdistrict Administrative Organization were calculated using
Taro Yamane's formula to be 400 samples. The research instrument was a paper
questionnaire. The statistical analysis was descriptive statistics including frequency
distribution, percentage, mean and standard deviation as well as inferential statistics
including multiple regression analysis.

The results showed that 1) overall service quality of Soppong Subdistrict
Administrative Organization was at a moderate level. The respondents agreed the most
in responsiveness at the highest average score, followed by knowing and understanding
the users. The service tangibility was rated at the least. 2) Overall user satisfaction of
Soppong Subdistrict Administrative Organization was at a moderate level. The
respondents agreed the most in sufficient service provision, followed by advanced
service provision. The respondents rated on-time service at the least. 3) Service quality
affecting the user satisfaction of Soppong Subdistrict Administrative Organization was
found that all 5 service quality dimensions; reliability, knowing and understanding the
users, trustworthiness, responsiveness, and service tangibility positively affected the
user satisfaction of Soppong Subdistrict Administrative Organization with coefficients
of 0.255, 0.201, 0.184, 0.166 and 0.135 respectively and statistical significance at the
0.05 level.

Keywords: Service Quality, Satisfaction, Subdistrict Administrative Organization
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/MODEL=ALPEA
/STATISTICS=DESCRIPTIVE SCALE
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# Reliability
Scale: ALL VARIABLES
Case Processing Summary
N %
Cases  Valid 30 1000
Excluded® 0 0
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a. Listwise deletion based on all
variables in the procedure.
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Item Statistics
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