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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui bagaimana pengaruh kualitas 

pelayanan, kualitas website dan citra instansi terhadap kepuasan masyarakat pada 

Administrasi Hukum Umum (KEMENKUMHAM). 

Metode penelitian ini adalah metode kuantitatif dengan menggunakan data 

primer dan data sekunder. Jumlah sampel dalam penelitian ini adalah sebanyak 100 

orang pengujung. Pengolahan data dalam penelitian ini menggunakan alat analisis 

SPSS, dan di analisis menggunakan analisis regresi linear berganda. Analisis yang 

digunakan dalam penelitian ini meliputi uji validitas, uji reliabilitas, koefisien 

determinasi, regresi linear berganda, dan uji t. 

Hasil penelitian menunjukkan bahwa, (1) kualitas pelayanan berpengaruh 

signifikan terhadap kepuasan masyarakat, (2) kualitas website berpengaruh 

terhadap kepuasan masyarakat, (3) citra instansi berpengaruh signifikan terhadap 

kepuasan masyarakat. 



 

Kata Kunci : Kualitas Pelayanan, Kualitas Website, Citra perusahaan dan 

kepuasan masyarakat 
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EFFECT OF QUALITY SERVICE, WEBSITE QUALITY, AND 

CORPORATE IMAGE ON PUBLIC SATISFACTION IN ADMINISTRASI 

HUKUM UMUM 

 

ABSTRACT 

 

This study aims to determine how the influence of service quality, website 

quality and agency image on public satisfaction in the administrasi hukum umum 

(KEMENKUMHAM). 

This research method is a quantitative method using primary data and 

secondary data. The number of samples in this study were as many as 100 visitors. 

Processing data in this study using SPSS analysis tool, and analyzed using multiple 

linear regression analysis. The analysis used in this research includes validity test, 

reliability test, coefficient of determination, multiple linear regression, and t test. 

The results showed that, (1) service quality had a significant effect on 

community satisfaction, (2) website quality had an effect on community 

satisfaction, (3) agency image had a significant effect on community satisfaction.. 



 

Keywords : Quality Service, Website Quality, corporate image and public 
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