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Penelitian ini bertujuan untuk mengetahui pengaruh (1) konsep diri terhadap
kualitas pelayanan; (2) kepuasan kerja terhadap kualitas pelayanan; (3) budaya organisasi
terhadap kualitas pelayanan; (4) konsep diri, kepuasan kerja, dan budaya organisasi
terhadap kualitas pelayanan.

Penelitian ini dilaksanakan di Mirota Godean pada bulan Januari 2008. Populas
penelitian ini adalah seluruh karyawan Mirota Godean yang berjumlah 70 orang. Data
dikumpulkan dengan menggunakan observasi, wawancara, kuesioner. Data dianalisis
dengan menggunakan analisis regresi.

Hasil penelitian menunjukkan bahwa (1) ada pengaruh positif dan signifikan konsep
diri terhadap kualitas pelayanan (t hitung = 6,149); (2) ada pengaruh positif dan
signifikan kepuasan kerja terhadap kualitas pelayanan (t hitung = 7,488). (3) ada
pengaruh positif dan signifikan budaya organisasi terhadap kualitas pelayanan (t hitung =
5,144). (4) Ada pengaruh positif dan sinifikan konsep diri, kepuasan kerja, dan budaya
organisas terhadap kualitas pelayanan (F hitung = 31,511). Besarnya pengaruh konsep
diri, kepuasan kerja, dan budaya orgaisasi terhadap kualitas pelayanan sebesar 62,8%.
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The aim of the research was to find out the influence of (1) self concept toward
service quality; (2) work satisfaction toward service quality; (3) organizational culture
toward service quality; (4) self concept, work satisfaction, and organizational culture
toward service quality.

The research was conducted in Mirota Godean in January 2008. The population of
this research was all workers Mirota Godean which consisted of 70 people. The data
collecting techniques used were questionnaire, documentary study, and interviews. The
data was analyzed with regression analysis.

The findings were: (1) there was positive and significant influence of self concept
toward service quality ( T observed = 6,149); (2) there was positive and significant
influence of work satisfaction toward service quality ( T observed = 7,488); (3) there was
positive and significant influence of organizational culture toward service quality ( T
observed = 5,144); (4) there was positive and significant influence of self concept, work
satisfaction, and organizational culture toward service quality ( T observed = 31,511).
The percentage of the influence of self concept, work satisfaction, and organizational
culture toward service quality was 62,8%.
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