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The aim of this research is to find out how SIMPEG and human resource 

competence can provide quality promotion services so that they can provide 

satisfaction to system users. This research is a quantitative study with a 

population of 109 which is a combination of employees from the Health 

Service and the East Luwu Regency Education Service, where the sample was 

determined using saturated sampling where the entire population was sampled. 

Data collection uses a questionnaire that has been tested using validity and 

reliability tests. The data that has been collected will be subjected to descriptive 

and verification tests using the SmartPLS statistical tool. SIMPEG has a direct 

positive and significant effect on the quality of promotion services but is not 

significant on user satisfaction, while the quality of promotion services is able 

to mediate the relationship between SIMPEG and user satisfaction. Human 

resource competency has a positive and significant effect on the quality of 

promotion services and user satisfaction. Service quality has also been proven 

to be able to mediate the relationship between competency and user 

satisfaction. The conclusion of this research is that the important role of the use 

of information systems, in this case SIMPEG, is considered capable of 

providing satisfaction with promotion services for employees, especially for 

employees of the Health Service and Education Service. Increasing human 

resource competency is important in providing promotion services to 

employees in the Health Service and Education Service so that it can increase 

employee 3nd system user satisfaction. 
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Introduction 

Information systems play a very large and influential role in organizations because of the 

increasing capabilities of computer technology and have produced strong communication 

networks that organizations can use to access information quickly from various corners of the 

world and to control activities that are not limited to space and time. . These networks have 

transformed the sharpness and shape of organizational activities, creating the foundation for 

entering the digital era (Ngoc Duy Phuong & Thi Dai, 2018). 

 

The rapid progress of information technology and the potential for its widespread use, opens 

up opportunities for accessing, managing and utilizing large volumes of information quickly 

and accurately. Utilization of information technology to improve the ability to process, manage, 

channel and distribute information and public services. Through this process, the government 

can optimize the use of advances in information technology to eliminate organizational and 

bureaucratic barriers, as well as form a network of management systems and work processes 

that enable government agencies to work in an integrated manner to simplify access to all 

information and public services that must be provided by the government (Gürkut & Nat, 2018). 

 

The implementation of e-Government in its application starts from a simple form of service, 

namely the provision of computer-based information and data regarding the implementation of 

government administration and development as a form of openness (transparency) in the 

implementation of public services. Another simple form of service is that e-Government can be 

used as a means of internal communication between regional work units (SKPD). Because 

basically it cannot be denied that almost every day bureaucrats in government make important 

decisions concerning the lives of many people and the sustainability/existence of the 

government in question (Komalasari et al., 2019). 

 

In implementing government services in Indonesia, both central and regional, management 

information systems are also used to facilitate processes and access to services, one of which 

is the Personnel Management Information System (SIMPEG). In Minister of Home Affairs 

Decree No. 17 of 2000 stated that: Personnel Management Information System (SIMPEG) is 

an integrated totality consisting of processing equipment including collection of procedures, 

processing power and software, storage devices including data centers and data banks as well 

as communication devices that are interrelated, interdependent and mutually determine each 

other in the context of providing information in the field of personnel. 

 

The Personnel Management Information System (SIMPEG) is a form of e-Government 

implementation by the government through a computer-based information system. With the 

Employee Management Information System (SIMPEG), personnel administration service 

procedures starting from promotions, employee transfers, preparation of rank lists, employee 

retirement are still manual in nature, that is, you have to re-collect personnel files or documents, 

which are then processed by each sector. concerned, where this method is very ineffective 

https://creativecommons.org/licenses/by/4.0/?ref=chooser-v1
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because it requires a long process. With the existence of an employee management information 

system, this method has begun to be reduced because personnel data is already stored in a 

database (Monalisa et al., 2014). 

 

Management of administrative processes and personnel services has long been considered a 

routine activity and tends to be repeated throughout the year, so it is considered something that 

is standard and does not change. In reality, it is not uncommon for there to be delays in fulfilling 

various personnel service rights. Apart from having to complete various basic tasks and daily 

functions, ASNs are still burdened with recurring obligations to complete various personnel 

files, starting from Photocopies of Employee Cards (Karpeg), Decree on Promotion, Decree on 

Appointment to Position. Structural/Functional, Education and Training Graduation 

Certificates, Diplomas and Employee Performance Target Assessments (SKP) and so on. 

Personnel administration processing has been carried out computerized. 

 

Data regarding personnel is already in a database with the employee system application 

program (SIMPEG). However, this application still has shortcomings, including the imperfect 

features for making decision letters (SK) for promotions and periodic salary increases, so it 

still uses Excel and Word files. So it can be realized that all personnel document products 

owned by customers (ASN), can be guaranteed to originate and be obtained from personnel 

agencies/management. The problem of course lies in the system for managing, storing and 

retrieving ASN files at the civil service agency itself. 

 

Paying close attention to the description above and paying attention to the existing conditions, 

there are several challenges specifically faced by organizations at the East Luwu Regency 

Education Service and Health Service, especially regarding the quality of promotion services. 

Promotion to the rank of State Civil Apparatus (ASN) is an award for work performance and 

service to the State after passing certain requirements. Apart from that, promotion is also 

intended as an incentive for ASN to further improve their work performance and service. 

Promotion is also an important element in ASN career development. With a promotion that is 

timely and on target, it is hoped that it will foster work enthusiasm for the ASN concerned, 

because a timely promotion will have an impact on increasing the basic salary, so that it will also 

indirectly impact the welfare of the ASN concerned. 

 

Many promotion services experience delays, as a result of delays in completing files for 

promotion from the SKPD where ASNs work as well as other reasons that determine the 

promotion process for civil servants, including at the Personnel and Human Resources 

Development Agency. Due to this delay, the promotion service carried out by the Personnel 

and Human Resources Development Agency, which ultimately resulted in the issuance of the 

Promotion Decree Excerpt also experienced a delay. Another problem faced is the low quality 

of personnel information that will be processed into personnel data using SIMPEG, inadequate 

human resources. The meaning of human resources here are employees who manage or are 

related to operating and maintaining the system so that it can function optimally and sustainably 

in the implementation of the Personnel Management Information System. 

 

In implementing the use of SIMPEG, there are still SKPD staff who still find it difficult to 

operate SIMPEG in proposing promotions to ASN ranks. Employees usually propose manually 

by bringing a cover letter which is submitted to the BKSDM secretariat and must be disposed 

of by the Head of BKSDM. This also causes files to pile up in the office of the head of BKSDM 
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and allows documents to be lost due to bureaucracy that is not directly on target. Adaptation to 

developments in information technology in electronic system-based personnel administration 

management using SIMPEG is relatively low. 

 

Considering the existence of several of these problems, and based on the background above, 

the researcher is interested in conducting research regarding how the influence of SIMPEG and 

Human Resource Competency affects User Satisfaction and the Quality of Promotion Services 

for Employees of the Health Service and Education Service of East Luwu Regency. 

 

Literature Review 

 

Personnel Management Information System (SIMPEG) 

Policy Management information system is an integrated system of humans and machines to 

present information to support operations, management and decision-making processes in an 

organization (Jonar, 2018). Samauna, (2022) suggests that a management information system 

is a method that produces timely (up to date) information for management about the external 

environment and internal operations of an organization, with the aim of supporting decision 

making in order to improve planning and control. 

 

The personnel management information system or commonly abbreviated as SIMPEG is an 

application that contains structured personnel data so that personnel data can be obtained and 

accessed easily. The background to SIMPEG is the rapid development of information 

technology, the need for fast and accurate information, and the use of information systems 

which makes it possible to automate work and service functions to provide good service as 

required. According to the Ministry of Home Affairs No. 17 of 2000 SIMPEG is an integrated 

totality consisting of processing equipment including collectors, procedures, processing 

personnel and software, storage devices including data centers and data banks as well as 

communication devices that are interrelated, dependent and determine each other in the context 

of providing information in the field of personnel. 

 

SIMPEG Online is implemented in almost all government agencies or institutions in Indonesia 

so that current personnel data can be integrated and obtained quickly. Widyawan & Idris, 

(2021) believes that SIMPEG is a systematic procedure for collecting, storing, maintaining, 

retrieving and validating data required by an organization about human resources, personal 

activities, characteristics of organizational units. SIMPEG is concerned with designing 

personnel data formats and managing employee data collection systems, position data, 

education data, award data, education and training data, family data, attendance data and so on, 

so that information about employee needs planning, assessment can be managed. performance, 

career coaching and development, welfare, and dismissal or retirement. 

 

In conclusion from the explanation above regarding the definition of SIMPEG, it can be 

concluded that SIMPEG is an arrangement for the process of collecting, processing, analyzing, 

presenting data and information needed to support administration and management relating to 

employees. Based on the views of the experts above, it can be concluded that SIMPEG is an 

integrated system that is related to the process of collecting, processing, storing and presenting 

the results of information about personnel data which can be useful in the organization's 

managerial process. 
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To measure the level of SIMPEG size in this research, the measure proposed by Maulida et al., 

(2023) consisting of: Program Understanding. In this case, what is meant by understanding the 

program is the ability of employees to understand and understand how to use the 

implementation of the SIMPEG. Right on target. This on-target indicator is carried out to see 

whether employees with SIMPEG are appropriate in receiving benefits, and whether the 

program is in accordance with the needs of user employees within the East Luwu Regency 

Regional Government. On time. Timeliness is an action that complies with the implementation 

time and can be completed within a predetermined time period. Achievement of Goals. Goals 

are a description of everything that an organization wants to achieve or produce within a certain 

period of time which is useful for an organization to measure the effectiveness of a program. 

Real Change. Change is a changing condition where the previous condition and the current 

condition are not the same. What is meant by real change here is the change in circumstances 

that occur in providing services by utilizing the application of SIMPEG, whether it shows 

changes for the better or whether it is the same before personnel services using SIMPEG. 

 

Human Resources Competency 

Barbara et al., 2022) defines competency as mastery of a task, skills, attitudes and appreciation 

needed to support success. This shows that competence includes the tasks, skills, attitudes and 

appreciation that an organization's human resources must have to be able to carry out work 

tasks in accordance with those imposed by the organization. 

 

According to government regulation no. 101 of 2000 in Sutrisno, competency is the ability and 

characteristics possessed by a State Civil Servant in the form of knowledge, attitudes, behavior 

required in their duties and position. As for Bhutto et al., (2023) stated that competence is 

defined as the knowledge, skills and abilities mastered by someone who have become part of 

themselves, so that they can carry out cognitive, effective and psychomotor behaviors as well 

as possible. 

 

Lubis et al., (2022) suggests that human resource competency is a combination of knowledge, 

skills, attitudes and personal characteristics in completing a job, which can be measured using 

agreed standards, and which can be improved through training and development. Klepić, 

(2022) stated that human resource competency is an ability that is based (integrated) on 

knowledge, skills, and supported by the attitude required in carrying out their work duties. 

Based on the opinions of the experts above, it can be concluded that human resource 

competency describes the basic knowledge and performance standards required to successfully 

complete a job or hold a job or hold a position. 

 

According to Willian et al., (2021), human resource competency competence relates to skills, 

abilities as well as knowledge and personality characteristics that directly influence the 

performance of each individual. Choi et al., (2022), put forward indicators of human resource 

competency, namely: Skills or expertise. Expertise here is the expertise of each employee in 

carrying out their duties and their skills in providing services. Individual Qualities. 

Organizational performance, and even its development, is closely related to the abilities of the 

individuals who manage the company or organization. Knowledge or Knowledge. Knowledge 

is knowledge or knowledge or experience possessed by each employee in accordance with their 

field in terms of providing services. 
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To measure the level of human resource competency, the indicators proposed by Klepić, (2022) 

states that competence is the accumulation of an individual's ability to carry out their work, 

which includes elements of knowledge, attitudes, skills and other personal elements. 

Competency is very complex. Therefore, to measure a person's competence, indicators are 

needed that include all of these elements, namely: 

 

Motive is a competency related to an individual's consistent thinking and encouraging him to 

take action (behavior). Characteristicis a competency related to character or independent 

disposition that makes an individual behave in a certain way. These traits include: self- 

confidence, endurance, and others. Self conceptis a competency related to the attitudes and 

values possessed by an individual. Knowledgeis a competency related to the information or 

knowledge possessed by an individual in a particular field of work. Skillsare competencies 

related to an individual's physical or mental work. 

 

Quality of Promotion Services 

In civil service, there are known ranks for civil servants. The definition of rank in the Civil 

Servant Regulations states that Government Number 9 of 2003 concerning the Authority for 

Appointment, Transfer and Management means that rank is a position that indicates the level 

of a civil servant based on his or her position in the staffing system and is used as a basis for 

remuneration. 

 

Promotion is a motivation or incentive for civil servants to further increase their dedication in 

carrying out their duties. There is also a promotion which is an award given for the service of 

the civil servant concerned to the State. Promotions are usually based on: ability, seniority, 

exams, interviews and a combination of several factors. 

 

The application of information and communication technology is also used to improve the 

performance of government functions and services that were previously traditional to become 

more modern or digital documents. This makes SIMPEG one of the tools in implementing 

regional government policies in assisting regional personnel matters independently. For this 

reason, the promotion feature is presented in the SIMPEG application to support promotion 

services. 

 

Soebandhi et al., (2020) stated that quality service really depends on various aspects, namely 

the pattern of implementation (management), human resource support, and institutions. In 

terms of implementation patterns, public services still have various weaknesses, including: less 

responsive, less informative, less accessible, less coordination, bureaucratic, less willing to 

listen to complaints/suggestions/aspirations from the public, and inefficient. 

 

Service quality is the expected level of excellence and control over that level of excellence to 

meet user desires. Rita et al., (2019) defines service as the behavior of sellers towards buyers 

by providing satisfaction to consumers, so that consumers feel appreciated and get goods or 

services as desired. Based on several opinions, it can be concluded that service quality is an 

activity carried out by an agency or company to meet user needs as expected based on 

predetermined procedures. 

 

The best service to users and quality levels can be achieved consistently by improving services 

and paying special attention to service performance standards, both internal service standards 
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and external service standards. The indicators that will be used in this research will refer to 

Akroush et al., (2019) which consists of the following: Tangibles, including physical facilities, 

equipment, personnel and communications. Reliability is the ability of the service unit to 

provide the promised service correctly. Responsiveness, namely the willingness to help 

consumers take responsibility for the quality of the services provided. Assurance includes the 

knowledge, ability, politeness and trustworthiness of staff, free from danger, risk and doubt. 

Empathy, including ease of making relationships, good communication, personal attention, and 

understanding user needs. 

 

User Satisfaction 

Satisfaction is the accumulation of consumer results in using products and services. Customers 

feel satisfied if after purchasing a product and using the product the customer feels the product 

is good or in accordance with what the consumer expects (Bustami et al., 2020). Every new 

transaction or experience will have an influence on satisfaction. A satisfied customer is a 

customer who will share satisfaction with the producer or service provider and will share 

experiences with other customers. 

 

Zun et al., (2018) Satisfaction is the extent to which the benefits of a product are felt (perceived) 

in accordance with what was expected. If what you feel is the same or better than expected, 

you will feel satisfied (satisfaction). If what is felt is lower than expected, the customer will 

say they are not satisfied (dissatisfaction). Basically, this satisfaction should be the goal of 

every marketing. Companies must understand what consumers actually expect from their 

products. The more precisely marketers formulate consumer expectations, the easier it will be 

to provide satisfaction (Jones & Shandiz, 2015). 

 

Othman et al., (2020) suggests that user satisfaction includes the overall level of satisfaction 

(overall satisfaction), suitability of satisfaction with user expectations (expectation), and the 

level of user satisfaction during the relationship with the agency (experience). User satisfaction 

is the result of users' opinions and assessments of the service performance provided by service 

providers. Based on the explanation above, to measure the level of community satisfaction, the 

indicators proposed by Othman et al., (2020) namely, the level of overall satisfaction, 

expectations, and experience. 

 

Framework Development 

The development of a research framework was carried out to see the relationship between 

research variables based on previous research to develop research hypotheses. The 

development of a framework and hypothesis is also the basis for formulating a research 

conceptual framework. The following is the relationship between research variables: 

  

The Relationship between Employee Management Information Systems and Service Quality 

and User Satisfaction 

Research on the relationship between Management Information Systems and service quality 

often shows how system quality, information quality and service quality can influence user 

satisfaction. Several studies have explored how these elements contribute to user satisfaction 

in the context of applications, e-learning, and public services. Samauna, (2022) examining the 

influence of system quality, information quality and Information System Application service 

quality on user satisfaction found that system, information and service quality had a significant 

impact on user satisfaction. Karina et al., (2022) researching the influence of system quality, 
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information quality, and service quality on e-learning system user satisfaction. This research 

shows that system, information, and service quality all have a positive impact on user 

satisfaction, indicating that good information systems can improve service quality. The 

research research shows that information system quality, information quality, and service 

quality are key factors that contribute to user satisfaction. The use of a good management 

information system can help improve service quality by ensuring a reliable system, accurate 

information and responsive service support. These factors, in turn, can increase user 

satisfaction and create a more positive experience. 

H1: It is suspected that SIMPEG has a positive and significant effect on service quality. 

H2: It is suspected that SIMPEG has a positive and significant effect on user satisfaction. 

 

The Relationship between Human Resource Competency and Service Quality and User 

Satisfaction 

Research on the relationship between competence and service quality shows that competence 

plays an important role in shaping service quality. Competencies can include various elements 

such as knowledge, skills and professional attitudes required to provide quality services. 

Competence and user satisfaction show that competence has a significant impact on user 

satisfaction. Competency can consist of various elements such as academic competence, 

professional competence, and technical competence. Study Gema et al., (2023), this research 

underlines the importance of competence in improving service quality. Good human resource 

competencies, including knowledge of services and positive attitudes, contribute to improving 

service quality. These findings indicate that to achieve good service quality, organizations need 

to pay attention to developing human resource competencies, especially in terms of knowledge 

and interaction with customers. Study Indiyati et al., (2021) highlighting the importance of 

competence in shaping user satisfaction. Good competencies contribute to higher levels of user 

satisfaction. The results of this research indicate that to achieve high user satisfaction, 

organizations need to pay attention to developing employee human resource competencies, 

both in terms of academic and professional skills. To achieve high service quality and provide 

satisfaction to users, organizations need to ensure that their employees have sufficient 

competence to provide quality services. 

 

H3: It is suspected that human resource competency has a positive and significant effect 

on service quality. 

H4: It is suspected that human resource competence has a positive and significant effect 

on user satisfaction. 

 

Relationship between Service Quality and User Satisfaction 

Previous research shows that service quality plays an important role in shaping user 

satisfaction. Service quality dimensions such as reliability, responsiveness, empathy, 

guarantee, and physical aspects (tangibles) can influence users' perceptions of services and 

ultimately influence their satisfaction. Study Pramesty et al., (2022) revealed that service 

quality has an impact on user satisfaction and continued use of applications or information 

systems. Overall, service quality has a significant impact on user satisfaction. 

H5: It is suspected that human user satisfaction has a positive and significant effect on 

service quality. 
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The Relationship between SIMPEG and HR Competence on User Satisfaction through 

Service Quality 

Research byJonar, 92018) shows that effective implementation of SIMPEG can improve the 

quality of services provided by organizations. An integrated and easily accessible system 

allows employees to provide faster and more accurate services to users. This research found 

that increased service quality contributed significantly to user satisfaction. Users feel more 

satisfied when the service they receive is efficient and timely. Maulida et al., (2023) emphasizes 

the importance of HR competency in providing high quality services. Competencies that 

include technical skills, communication skills, and job knowledge enable employees to 

understand and meet user needs more effectively. This research found that employees with 

good competencies tend to provide higher quality services, which in turn increases user 

satisfaction. Research by Anggreani & Wilandari, (2023) explore the interaction between 

SIMPEG and HR competency in influencing service quality and user satisfaction. They found 

that integrated SIMPEG not only increased administrative efficiency but also supported 

employee competency development through access to relevant information and training. The 

research results show that when SIMPEG is used optimally and employees have adequate 

competence, the quality of services provided increases significantly. This improvement in 

service quality contributes directly to higher user satisfaction. 

H6: It is suspected that SIMPEG has a positive and significant effect on user satisfaction 

through service quality. 

H7: It is suspected that human resource competence has a positive and significant effect 

on user satisfaction through service quality. 

 

Conceptual Framework 

The results of previous research and the relationship between research variables mean that the 

conceptual framework of this research can be described as follows: 

 

 

 

 

Figure 1: Conceptual Framework 
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Methodology 

This research was designed as descriptive explanatory research with a quantitative approach. 

Quantitative research is research that explains phenomena that occur at the research location. 

This research studies the observed variables descriptively and analyzes the influence that 

occurs between the independent variables on the dependent variable. The variables in this 

research consist of the personnel management information system, human resource 

competency, promotion service quality and system user satisfaction. 

 

Population is a comprehensive collection of objects that are of interest to researchers, according 

to Jogiyanto, & Abdillah, (2009) The population is all groups originating from the research 

object and becomes the researcher's criteria, these objects can be living things, system objects 

and procedures, phenomena and so on, then the population is all employees at the East Luwu 

Regency Education Service totaling 57 people and the Department East Luwu District Health 

has 52 people, so the total population is 109 employees. The sampling technique in this study 

used saturated sampling, so the entire population was sampled as 109 respondents. 

 

Data was collected using a questionnaire where before being distributed to respondents, an 

instrument test was carried out, namely a validity test and a reliability test. The data that has 

been collected will be analyzed descriptively and verified using the SmartPLS statistical tool. 

 

Data Analysis 

Before carrying out data processing to see the influence of the relationship between research 

variables, there are several tests that must be fulfilled, namely validity and reliability tests. 

 

Validity and Reliability Test 

Validity testing uses two methods, namely outer loading and AVE value. We can see the results 

of data analysis in full in the image and table below: 
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Figure 2. Outer Loading Testing 

 

Table 1. Outer Loading Test 

Variable Indicator Outer Loading Explanation 

Service Quality (Z) ESERQ1 0.772 Valid 
 ESERQ14 0.882 Valid 
 ESERQ2 0.865 Valid 
 ESERQ3 0.894 Valid 
 ESERQ5 0.744 Valid 

Competency (X2) COMP1 0.740 Valid 
 COMP2 0.777 Valid 
 COMP3 0.810 Valid 
 COMP4 0.751 Valid 
 COMP5 0.805 Valid 

User Satisfaction (Y) SASTIVE1 0.790 Valid 
 SASTIVE2 0.854 Valid 
 SASTIVE3 0.849 Valid 

SIMPEG (X1) SIMPEG1 0.844 Valid 
 SIMPEG2 0.820 Valid 
 SIMPEG3 0.776 Valid 
 SIMPEG4 0.811 Valid 
 SIMPEG5 0.608 Valid 

Source: Primary Data Processed SmartPls, 2024 
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Table 2. Validity Test 

 Average Variance Extracted 

(AVE) 

Competency_(X2) 0.604 

SIMPEG_(X1) 0.603 

SerQual_(Z) 0.695 

User Satisfaction_(Y) 0.692 
Source: Primary Data Processed SmartPls, 2024 

 

This test was carried out to measure the level of suitability of each indicator to describe the 

variables used in the instrument by looking at the data resulting from the loading factor 

analysis. The value of 0.7 is the expected value, which is often used as a minimum limit of ≥ 

0.6, while the loading factor value < 0.6 must be removed from the model because it has a low 

level of validity or is considered unable to explain the variable construct. After calculating the 

loading factors, it can be seen that the values for all indicators are as expected > 0.7 and the 

minimum limit is > so it can be said that all indicators are able to describe the variables and 

meet the requirements for further analysis. 

 

A variable can be said to be valid if it is able to explain the type of indicator with an Average 

Variance Extracted (AVE) value of 0.5 or more. Based on the analysis results displayed in table 

2 below, it can be seen that the AVE values for all constructs are > 0.5 so they are declared to 

meet the requirements for further analysis. 

 

To find out how consistent each indicator is in explaining the variable construct, you can see 

the analysis results in the composite reliability or Cronbach's alpha column which is set at a 

value of ≥ 0.7. Based on the analysis results displayed in table 3 below, it can be seen that the 

Croanbach's alpha and composite reliability values are ≥ 0.7 so that all variables are suitable 

for use in further analysis. 

 

Table 3. Reliability Test 

Variable Cronbach's 

Alpha 

Composite 

Reliability 

Explanation 

Competency_(X2) 0.836 0.884 Reliable 

SIMPEG_(X1) 0.831 0.882 Reliable 

SerQual_(Z) 0.888 0.919 Reliable 

User Satisfaction_(Y) 0.777 0.870 Reliable 
Source: Primary Data Processed SmartPls, 2024 

 

 

After testing the PLS Algorithm until it meets all the specified requirements, Bootstrapping 

testing is then carried out to determine the path coefficients (Path Coefficients) or the 

significance of the independent variable (X) on the dependent variable (Y) in order to test the 

research hypothesis. An independent variable can be said to have a significant effect on the 

dependent variable if the statistical significance value of T > t table (in this study t table = 1.659) 

and P value < 0.05, the influence value is shown in tables 4 and 5 and the SEM model in figure 

3 below This: 
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Figure 3. SEM Model 

Table 4. Direct Effect Coefficients 
Variable T Stat P 

Value 

Explanation 

Competency_(X2) -> SerQual_(Z) 10,024 0,000 Positively 

Significant 

Competency_(X2) -> User Satisfaction_(Y) 3,400 0.001 Positively 

Significant 

SIMPEG_(X1) -> SerQual_(Z) 3,501 0.001 Positively 

Significant 

SIMPEG_(X1) -> User Satisfaction_(Y) 1,559 0.120 Positive Not 

Significant 

SerQual_(Z) -> User Satisfaction_(Y) 2,871 0.004 Positively 

Significant 
Source: Primary Data Processed SmartPls, 2024 

 

Table 5. Indirect Effect Coefficient 
Variable T 

Stat 
T 

Table 
Explanation 

Competency_(X2) -> SerQual_(Z) -> 
User Satisfaction_(Y) 2,901 0.004 Positively 

Significant 
SIMPEG_(X1) -> SerQual_(Z) -> User 

Satisfaction_(Y) 
1,982 0.048 Positively 

Significant 
Source: Primary Data Processed SmartPls, 2024 

 

Hypothesis Testing 

First hypothesis: The results of the T statistical analysis show that the calculated t value = 

3.501 > t table = 1.659 with a P value of 0.000 < than the cut off value of 0.05. This means that 

SIMPEG has a positive and significant influence on service quality. So the first hypothesis is 

declared accepted. 
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Second hypothesis: The results of the T statistical analysis obtained a calculated t value = 

1.559 < t table = 1.659 with a P value of 0.120 > than the cut off value of 0.05. This means that 

SIMPEG has a positive and significant influence on user satisfaction. So the second hypothesis 

is rejected.  

Third hypothesis: The results of the T statistical analysis show that the calculated t value = 

10.024 > t table = 1.659 with a P value of 0.000 < than the cut off value of 0.05. This means 

that competence has a positive and significant influence on service quality. So the third 

hypothesis is declared accepted 

Fourth hypothesis: The results of the T statistical analysis show that the calculated t value = 

3,400 > t table = 1,659 with a P value of 0.000 < than the cut off value of 0.05. This means that 

competence has a positive and significant influence on user satisfaction. So the fourth 

hypothesis is declared accepted 

Fifth hypothesis: The results of the T statistical analysis show that the calculated t value = 

2.871 > t table = 1.659 with a P value of 0.000 < the cut off value of 0.05. This means that 

service quality has a positive and significant influence on user satisfaction. So the fifth 

hypothesis is declared accepted. 

Sixth hypothesis: The results of the T statistical analysis show that the calculated t value = 

1.982 > t table = 1.659 with a P value of 0.04 < than the cut off value of 0.05. This means that 

SIMPEG has a positive and significant influence on user satisfaction through service quality. 

So the sixth hypothesis is declared accepted. 

Seventh hypothesis: The results of the T statistical analysis show that the calculated t value = 

2.901 > t table = 1.659 with a P value of 0.000 < than the cut off value of 0.05. This means that 

competence has a positive and significant influence on user satisfaction through service quality. 

So the third hypothesis is declared accepted 

 

Discussion 

 

The Effect of SIMPEG on Service Quality 

Analysis of research data shows a positive and significant influence between SIMPEG and 

service quality. Personnel Management Information System (SIMPEG) is a system used to 

manage personnel data electronically. SIMPEG aims to increase the efficiency and 

effectiveness of human resource management in organizations, especially in government 

agencies. This research found that SIMPEG has a positive and significant influence on the 

quality of promotion services for Education Service and Health Service employees. 

 

SIMPEG allows personnel data management to be carried out automatically and in an 

integrated manner. This reduces the burden of time-consuming and error-prone manual 

administration. With a more efficient system, employees can receive faster and more accurate 

service, thereby improving overall service quality. SIMPEG provides a centralized and 

integrated database, enabling personnel data to be accessed and updated in real-time. High data 

accuracy ensures that the information provided to employees and the public is accurate and up 

to date. This is important in providing quality services, especially in terms of decision making 

and providing information. 

 

With SIMPEG, every process and transaction related to personnel can be recorded and tracked 

easily. This increases transparency in human resource management and reduces the potential 

for irregularities. Employees who experience transparency in service will be more satisfied and 

trust the existing system. When employees experience ease and speed in the administrative 
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process, their level of satisfaction with internal services increases. This satisfaction has a direct 

impact on employee motivation and productivity, which then contributes to improving the 

quality of external services. 

 

These results are in line with previous research that has identified a relationship between the 

use of management information systems and improved service quality. According to 

Nurhasanah et al., (2023), the implementation of SIMPEG in government agencies has 

increased accuracy and speed in processing personnel data, which in turn increases employee 

satisfaction with administrative services. Another study by Noviyanti et al., (2022) shows that 

the integration of information technology in personnel management can reduce the time 

required for administrative processes, so that services become faster and more efficient. 

 

The Effect of SIMPEG on User Satisfaction 

Analysis of research data shows a positive and significant influence between SIMPEG and 

system user satisfaction. The Personnel Management Information System (SIMPEG) is a tool 

used to manage personnel data effectively and efficiently. Based on the results of this research, 

it was found that SIMPEG had a positive influence on employee satisfaction, but this influence 

was not significant. This can be caused by several factors, including limitations in work process 

efficiency, data accuracy that is not directly felt, transparency and accountability that are not 

yet optimal, limited ease of access to information, and the influence of other external factors. 

 

Although SIMPEG is able to increase efficiency in managing personnel data, this improvement 

may not be significant enough to directly affect employee satisfaction. Employees may 

consider that efficiency in administration is only a small part of their overall work experience. 

The accuracy and reliability of the data offered by SIMPEG may not be directly felt by all 

employees. Some employees may not be as impacted by improvements in data accuracy if they 

don't interact with the system frequently or don't see its immediate impact on their daily work. 

 

Although SIMPEG increases transparency and accountability, this may not be fully appreciated 

by employees if there is still distrust in the system or management. If employees feel that 

transparency is only visible on the surface and is not followed by real action, then the positive 

impact of SIMPEG on satisfaction will be reduced. Employee satisfaction is influenced by 

various factors, including the work environment, relationships with coworkers, management 

policies, and employee welfare. SIMPEG is just one of many factors that influence employee 

satisfaction. If these other factors are not supportive or even negative, then the positive 

influence of SIMPEG on satisfaction will be dampened. 

 

The findings of this research are still in line with several previous studies which have explored 

the relationship between the use of management information systems and employee 

satisfaction. Study Hamzah et al., (2021) shows that implementing SIMPEG increases 

efficiency and speed in managing personnel data, but this is not always directly proportional to 

increasing employee satisfaction. Another study by Karina et al., (2022) found that although 

SIMPEG increases data transparency and accuracy, other factors such as organizational culture, 

management support, and employee welfare play a more dominant role in determining 

employee satisfaction levels. 
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The Influence of Competency on Service Quality 

Analysis of research data shows a positive and significant influence between competence and 

service quality. Employee competency is one of the key factors that determines the quality of 

service in various aspects of administration, including promotion services. Competent 

employees have sufficient knowledge and technical expertise to handle the promotion process. 

Good knowledge of promotion regulations, procedures and requirements ensures that the 

process runs smoothly and in accordance with applicable regulations. This increases employee 

trust and satisfaction with the services provided. 

 

Competency also includes good communication skills. Employees who are able to 

communicate clearly and effectively can provide accurate and adequate information to 

employees applying for promotion. These skills are important to ensure that there are no 

misunderstandings and that all parties understand the ongoing process, ultimately improving 

the quality of service. Professional attitudes and good work ethics are part of employee 

competency. Employees who have this attitude tend to provide services with full integrity and 

responsibility. They maintain confidentiality, respect the rights of other employees, and strive 

to provide the best service. This professional attitude is very important in creating trust and 

respect from the employees served. 

 

The results of this research support previous research which has revealed a positive relationship 

between employee competence and service quality. According to a study byKlepić, (2022), 

high employee competency, which includes knowledge, skills and professional attitudes, plays 

an important role in providing quality services. Other research by Alexandermaramis et al., 

(2019) shows that employees who have good competence are able to complete tasks more 

effectively and efficiently, thereby increasing customer satisfaction with the services provided. 

 

The Effect of Competence on User Satisfaction 

Analysis of research data shows a positive and significant influence between competence and 

satisfaction. Knowledge, communication skills, professional attitude, problem solving ability, 

and continuous development are the main factors that explain how competence can increase 

user satisfaction. Competency includes the technical knowledge and skills possessed by 

employees. Employees who have in-depth knowledge of their field of work can provide 

accurate and timely information and services. Users who receive this high-quality service tend 

to feel more satisfied because their needs are well met. 

 

Competent employees have the ability to solve problems quickly and effectively. When users 

encounter problems or have complaints, competent employees can provide satisfactory 

solutions. This capability ensures that users feel valued and prioritized, ultimately increasing 

their satisfaction levels. Employee competencies that are continuously developed through 

ongoing training and education ensure that they are always ready to face new challenges and 

changing user needs. This continuous development is important to consistently maintain and 

improve service quality, which has a positive impact on user satisfaction. 

 

The results of this research are still in line with previous research which highlights a positive 

relationship between employee competence and service user satisfaction. According to a study 

by Choi et al., (2022), employees who have high competence tend to provide more effective 

and efficient services, which ultimately increases user satisfaction. Other research by Mustafa 
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et al., (2022) found that competent employees were able to respond to user needs and 

complaints quickly and appropriately, thereby increasing their satisfaction levels. 

 

The Effect of Service Quality on User Satisfaction 

Analysis of research data shows a positive and significant influence between service quality 

and user satisfaction. Promotion service quality has a positive and significant influence on 

employee satisfaction, where reliability, responsiveness, transparency, accuracy, fairness, as 

well as empathy and personal service are the main factors that explain how service quality can 

increase employee satisfaction. 

 

Reliability in promotion services means that the process is carried out consistently and reliably. 

Employees who feel that the promotion process is carried out fairly and consistently will feel 

more satisfied because they believe that their efforts and contributions are recognized fairly. 

Service responsiveness includes speed and effectiveness in handling promotion requests. 

Employees who receive quick responses and appropriate assistance from administrative staff 

feel valued and cared for, which increases their satisfaction levels. 

 

Transparency in the promotion process is very important to ensure that employees understand 

the criteria and procedures used. Clear explanations and open communication about the steps 

and assessments used in this process make employees feel more confident and satisfied with 

the existing system. Accuracy in data processing and fairness in assessment are important 

components of service quality. Employees who feel that promotion assessments are carried out 

appropriately and without bias will feel more satisfied. Accuracy in documentation and data 

processing ensures that there are no errors that harm employees. Employees who feel empathy 

and personal service from administrative officers will feel more satisfied. Services that consider 

employees' individual needs and conditions show that the organization cares about their well-

being, which increases feelings of satisfaction. 

 

The findings of this study are in line with research Li & Shang, (2020) which shows that 

responsive, transparent and accurate service in the promotion process can increase employee 

satisfaction. Other research by Zamir & Kim, (2022) found that employees who received good 

promotion services tended to be more satisfied and motivated, which had an impact on their 

performance. 

 

The Influence of SIMPEG on User Satisfaction through Service Quality 

The Personnel Management Information System (SIMPEG) is an important tool used to 

manage personnel data and processes effectively. Based on the results of this research, it was 

found that SIMPEG has a positive and significant influence on employee satisfaction through 

the quality of promotion services. These findings indicate that good use of SIMPEG can 

improve the quality of promotion services, which in turn increases employee satisfaction. 

 

SIMPEG allows personnel data to be managed more quickly and efficiently. This efficiency is 

very important in the promotion process, which often requires complex and large data 

processing. With SIMPEG, this process can be carried out more quickly and accurately, which 

improves the quality of service. SIMPEG ensures that the personnel data used in the promotion 

process is accurate and reliable. This accuracy is important to ensure that promotion decisions 

are based on the right information, which reduces the potential for error and increases employee 

confidence in the system. In addition, SIMPEG provides a centralized and easily accessible 
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database, which allows the promotion process to be carried out more transparently. This 

transparency creates trust and satisfaction among employees, because they can see that the 

process is carried out fairly and based on accurate data. 

 

Various previous studies have shown that the use of management information systems, 

including SIMPEG, can improve the efficiency and quality of administrative services. 

According to a study by Jonar, (2018), the implementation of SIMPEG in government agencies 

increases the speed and accuracy of processing personnel data, which has an impact on the 

quality of promotion services. Research by Maulida et al., (2023) found that high-quality 

promotion services, supported by SIMPEG, significantly increased employee satisfaction. 

 

The Influence of Competence on User Satisfaction through Service Quality 

Employee competency is an important factor that influences service quality in various aspects 

of administration, including promotion services. Based on the results of this research, it was 

found that employee competency has a positive and significant influence on employee 

satisfaction through the quality of promotion services. This finding is consistent with various 

previous studies which show that good employee competence has a direct impact on improving 

service quality and, ultimately, service user satisfaction. 

 

Competency includes the technical knowledge and skills possessed by employees. Employees 

who have in-depth knowledge of their field of work can provide accurate and timely 

information and services. In the context of promotion services, competent employees can 

ensure that the promotion process is carried out efficiently and accurately, which increases the 

satisfaction of the employees served. Professional attitudes and high work ethics are part of 

significant employee competencies. Employees who show a professional attitude at work, such 

as respecting users' time, maintaining the confidentiality of information, and providing services 

in a friendly manner, will increase user satisfaction. This professional attitude creates a positive 

service experience and increases employee confidence in the promotion process. 

 

Competent employees have the ability to solve problems quickly and effectively. When 

employees face problems or have complaints regarding the promotion process, competent 

employees can provide satisfactory solutions. This capability ensures that employees feel 

valued and prioritized, which ultimately increases their satisfaction levels. The results of this 

research are in line with previous research which revealed a positive relationship between 

employee competence and service quality. According to a study by Indiyati et al., (2021), 

employees who have high competence tend to provide more effective and efficient services, 

which ultimately increases service user satisfaction. Other research by Barbara et al., (2022) 

found that competent employees were able to respond to user needs and complaints quickly 

and appropriately, thereby increasing their satisfaction levels. 

 

Implications 

Government agencies that wish to improve the quality of their services should consider 

developing and utilizing advanced management information systems such as SIMPEG. This 

will ensure that the services provided not only meet high quality standards but also meet the 

needs and expectations of the community. Although information technology such as SIMPEG 

can make a positive contribution, management needs to ensure that other factors that influence 

employee satisfaction are also optimized. Thus, SIMPEG implementation can have a more 
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significant impact on employee satisfaction if it is supported by a conducive work environment 

and supportive management policies. 

 

Management of government agencies responsible for promotion services needs to ensure that 

their employees have adequate competencies and continue to develop these competencies 

through training and education. In this way, the quality of promotion services can be 

significantly improved, which will ultimately increase employee satisfaction and 

organizational efficiency. Government agencies that wish to increase the satisfaction of their 

employees, it is important to ensure that SIMPEG is implemented and used effectively. This 

will improve the quality of promotion services and ensure that employees feel valued and 

satisfied with the existing system. In this way, organizations can increase employee motivation 

and loyalty, which will ultimately contribute to improving overall performance. 

 

Conclusion 

The Personnel Management Information System (SIMPEG) has a positive and significant 

direct effect on the quality of promotion services but is not significant on user satisfaction, 

while the quality of promotion services is able to mediate the relationship between SIMPEG 

and user satisfaction. Human resource competency has a positive and significant effect on the 

quality of promotion services and user satisfaction. Service quality has also been proven to be 

able to mediate the relationship between competency and user satisfaction. 

 

The important role of using information systems, in this case SIMPEG, is considered to be able 

to provide satisfaction with promotion services for employees, especially for employees of the 

Health Service and Education Service. Increasing human resource competency is important in 

providing promotion services to employees in the Health Service and Education Service so that 

it can increase employee and system user satisfaction. 
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