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ABSTRAK 

Tujuan dari penelitian ini adalah untuk mengetahui pengaruh 

Gaya Kepemimpinan, Kopetensi Dan Budaya Organisasi 

Terhadap Kualitas Pelayanan Di Dinas Perhubungan Provinsi 

Jawa Timur. Penelitian ini menggunakan metode deskriptif 

kuantitatif dengan menggunakan uji hipotesis F-test dan T-test. 

Penelitian ini terdiri dari tiga variabel yaitu variabel bebas yang 

terdiri dari Gaya Kepemimpinan, Kopetensi Dan Budaya 

Organisasi dan variabel terikat yaitu Kualitas Pelayanan. 

Penelitian ini mengambil sampel sebanyak 65 responden dan 

menggunakan teknik target sampling. Sampel terdiri dari 

karyawan Dinas Perhubungan Provinsi Jawa Timur yang 

kemudian disurvei dengan menggunakan kuesioner. 

Berdasarkan uji t diperoleh nilai signifikansi Gaya 

Kepemimpinan sebesar 0,01, variabel Kopetensi sebesar 0,02, 

variabel Budaya Organisasi 0,024 dan nilai signifikansi uji F 

sebesar 0,000. Hasil tersebut menunjukkan bahwa secara parsial  

variabel Gaya Kepemimpinan, Kopetensi Dan Budaya Organisasi 

berpengaruh signifikan terhadap Kualitas Pelayanan. Sedangkan 

secara simultan variabel Gaya Kepemimpinan, Kopetensi Dan 

Budaya Organisasi berpengaruh signifikan terhadap Kualitas 

Pelayanan di Dinas Perhubungan Provinsi Jawa Timur. 

 

 

 

 

 



 

 

x 
 

ABSTACK 

The purpose of this study was to determine the influence of Leadership 

Style, Competence and Organizational Culture on the Quality of 

Service in the East Java Province Transportation Service. This study 

used a quantitative descriptive method by using the F-test and T-test 

hypotheses. This study consists of three variables, namely the 

independent variable consisting of Leadership Style, Competence and 

Organizational Culture and the dependent variable, namely Service 

Quality. This study took a sample of 65 respondents and used a target 

sampling technique. The sample consisted of employees of the East Java 

Provincial Transportation Office who were then surveyed using a 

questionnaire. Based on the t test, a leadership style significance value of 

0.01 was obtained, competency variable was 0.02, organizational culture 

variable was 0.024 and the F test significance value was 0.000. These 

results indicate that partially the variables of Leadership Style, 

Competence and Organizational Culture have a significant effect on 

Service Quality. While simultaneously the variables of Leadership Style, 

Competence and Organizational Culture have a significant effect on the 

Quality of Service in the East Java Province Transportation Service.  

 

 

 

 

 

 

 



 
 

xi 
 

DAFTAR ISI 

 

HALAMAN JUDUL ........................................................................ ii 

LEMBAR PERSETUJUAN  ............................................................ iii 

HALAMAN PENGESAHAN ........................................................ iv  

BERITA ACARA UJIAN SKRIPSI .............................................. v 

SURAT PERNYATAAN KEASLIAN .......................................... vi 

KATA PENGANTAR ..................................................................... vii 

ABSTRAK......................................................................................... ix 

ABSTRACK ...................................................................................... x 

DAFTAR ISI ..................................................................................... xi 

DAFTAR TABEL ............................................................................. xiv 

DAFTAR GAMBAR ....................................................................... xv 

DAFTAR LAMPIRAN ................................................................... xvi 

BAB 1 PENDAHULUAN 

1.1 Latar Belakang  .......................................................................... 1 

1.2 Rumusan Masalah .................................................................... 7 

1.3 Tujuan Penelitian ...................................................................... 7 

1.4 Manfaat Penelitian .................................................................... 8 

 

BAB II TELAH PUSTAKA 

2.1 Penelitian Terdahulu ................................................................. 9 

2.2 Landasan Teori ........................................................................... 19 

2.2.1 Manajemen Sumber Daya Manusia ...................................... 19 

2.2.2 Fungsi Manajemen Sumber Daya Manusia ......................... 20 

2.2.3 Tujuan Manajemen Sumber Daya Manusia ........................ 21 

2.3 Gaya Kepemimpinan  ................................................................ 22 

2.3.1 Pengertian Gaya Kepemimpinan .......................................... 22 

2.3.2 Nilai-Nilai Kepemimpinan .................................................... 23 

2.3.3 Fungsi Kepemimpinan ........................................................... 24 

2.3.4 Indikator Kepemimpinan ....................................................... 25 



 

 

xii 
 

2.4 Kompetensi ................................................................................. 25 

2.4.1 Pengertian Kompetensi .......................................................... 25 

2.4.2 Karakteristik Kompetensi ...................................................... 27 

2.4.3 Faktor-Faktor Yang Mempengaruhi Kompetensi ............... 28 

2.4.4 Dimensi Dan Indikator Kompetensi ..................................... 30 

2.4.5 Kompetensi Intelektual .......................................................... 30 

2.4.6 Kompetensi Sosial ................................................................... 32 

2.5 Budaya Organisasi ..................................................................... 33 

2.5.1 Pengertian Budaya Organisasi .............................................. 33 

2.5.2 Karakteristik Budaya Organisasi .......................................... 34 

2.5.3 Manfaat Budaya Organisasi ................................................... 35 

2.5.4 Komunikasi Budaya Organisasi ............................................ 35 

2.5.5 Indikator Budaya Organisasi ................................................. 36 

2.6 Kualitas Pelayanan ..................................................................... 36 

2.6.1 Pengertian Kualitas Pelayanan .............................................. 36 

2.6.2 Strategi Meningkatkan Kualitas Pelayanan ......................... 37 

2.6.3 Manfaat Kualitas Pelayanan .................................................. 38 

2.6.4 Prinsip-Prinsip Kualitas Pelayanan ...................................... 39 

2.6.5 Indikator Kualitas Pelayanan ................................................ 40 

2.7 Kerangka Konseptual ................................................................ 41 

2.8 Hipotesis ...................................................................................... 43 

BAB III METODE PENELITIAN 

3.1 Rancangan Penelitian ................................................................ 47 

3.2 Populasi, Sampel Dan Teknik Pengumpulan Data ............... 50 

3.2.1 Populasi .................................................................................... 50 

3.2.2 Sampel ...................................................................................... 50 

3.2.3 Teknik Pengambilan Sampel ................................................. 50 

3.3 Jenis Dan Sumber Data .............................................................. 51 

3.3.1 Jenis Data .................................................................................. 51 

3.3.2 Sumber Data ............................................................................ 52 

3.4 Teknik Pengumpulan Data ....................................................... 52 



 
 

xiii 
 

3.4.1 Pengumpulan Data ................................................................. 52 

3.5 Variabel Penelitian, Definisi Operasional Variabel ............... 56 

3.5.1 Variabel Penelitian .................................................................. 56 

3.5.2 Definisi Operasional Variabel ............................................... 57 

3.6 Teknik Analisis Data .................................................................. 62 

3.6.1 Pengujian Instrumen Penelitian ............................................ 62 

3.6.1.1 Uji Validitas ........................................................................... 62 

3.6.1.2 Uji Reliabilitas ....................................................................... 63 

3.6.2 Pengujian Asumsi Klasik ....................................................... 63 

3.6.2.1 Uji Normalitas....................................................................... 63 

3.6.2.2 Uji Multikolinieritas ............................................................. 65 

3.6.2.3 Uji Heteroskedastisitas  ....................................................... 65 

3.6.2.4 Uji Autokorelasi  ................................................................... 66 

3.6.3 Analisis Regeresi Linear Berganda ....................................... 67 

3.6.4 Pengujian Hipotesis ................................................................ 68 

BAB IV HASIL DAN PEMBAHASAN  

4.1 Hasil Penenlitian ………………………………………………69 

4.2 Pembahasan……………………………………………………..101 

BAB V SIMPULAN DAN SARAN  

5.1 Simpulan ……………………………………………………….105 

5.2 Saran …………………………………………………………….105 

 

DAFTAR PUSTAKA ...................................................................... 107 

 

 

 

 

  



 

 

xiv 
 

DAFTAR TABEL 

TABEL                                                                              HALAMAN  

2.1 Kerangka Konseptual  ........................................................ 42 

3.1 Gambar Rancangan Penelitian .......................................... 49 

3.2 Skala Likert .......................................................................... 54 

4.1 Karakteristik Responden Berdasarkan Jenis Kelamin ... 77 

4.2 Karakteristik Responden Berdasarkan Usia .................... 77 

4.3 Karakteristik Berdasarkan Pendidikan Akhir. ................ 78 

4.4 Karakteristik Responden Berdasarkan Lama Bekerja .... 79 

4.5 Distribusi Frekuensi Variabel Gaya Kepemimpinan ..... 80 

4.6  Distribusi Frekuensi Variabel Kopetensi ........................ 81 

4.7 Distribusi Frekuensi Variabel Budaya Organisasi  ......... 82 

4.8 Distribusi Frekuensi Variabel Kualitas Pelayanan ......... 83 

4.9 Tabulasi Data Hasil Penilaian Kuisioner ......................... 84 

4.10 Hasil Uji Validitas ............................................................. 85 

4.11 Uji Reliabilitas .................................................................... 89 

4.12 Hasil Uji Multikolinieritas ............................................... 92 

4.13 Uji Autokorelasi Durbin Wiston ..................................... 95 

4.14 Uji Analisis Regresi Linier Berganda .............................. 96 

4.15 Hasil Uji t Parsial………………………………………...99 

 4.16 Hasil Uji F Simultan……………………………………..100 

 

 

 

 

 

 

 

  



 
 

xv 
 

DAFTAR GAMBAR  

GAMBAR                                                                           HALAMAN 

2.1 Kerangka Konseptual …………………………….………….42 

3.1 Rancangan Penelitian………………………..……………….49 

3.2 Bagan Prosedur Pengambilan Data…………………………55 

4.1 Struktur Organisasi Dinas Perhubungan Provinsi Jawa Timur

 ............................................................................................................ 72 

4.1 Histogram Uji Normalitas ......................................................... 90 

4.2 Normal P-P Plot Uji Normalitas ............................................... 91 

4.3 Grafik Scatterplot ....................................................................... 93 

 

 

 

 

 

 

 

 

 



 

 

xvi 
 

 DAFTAR LAMPIRAN 

 

LAMPIRAN             HALAMAN  

 

1 Hasil Olah Data  ......................................................................... 109 

2 Surat ijin penelitian .................................................................... 117 

3 Surat Balasan Penelitian ............................................................ 118 

4 Berita acara bimbingan revisi skripsi 1 ................................... 119 

5 Berita acara bimbingan revisi skripsi 2 ................................... 120 

6 Kartu bimbingan skripsi 1 ........................................................ 121 

7 Kartu bimbingan skripsi 2 ........................................................ 123


