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Abstract.  This study investigates the impact of education level, competence,
and  work  ethic  on  service  quality  in  the  General  Affairs  Division  of  the
Regional  Secretariat  of  Mamuju  Regency,  South  Sulawesi.  As  a  vital
government support unit, the division strives to enhance public services, though
challenges  in  staff  knowledge,  competence,  and  work  ethic  hinder  optimal
outcomes. The research, conducted over three months with 31 employees, uses
path analysis and employs descriptive analysis and hypothesis testing via Smart
PLS. Results indicate that education level significantly influences work ethic
but not service quality, while competence positively impacts service quality but
does not enhance work ethic. Work ethic itself is a key factor in improving
service quality, and when it is mediated, education level contributes positively
to  service  quality.  This  study  suggests  that  building  both  work  ethic  and
competence  among  employees  is  crucial  for  improving  service  quality,
providing insights for enhancing governance efficacy in regional institutions.
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1 Introduction

The General Affairs Division of the Regional Secretariat of Mamuju Regency is a
crucial component supporting local governance, accountable to the Mayor through the
Regional  Secretary.  Its  primary  role  is  to  improve  public  services  and  manage
facilities  and  infrastructure  within  the  sub-districts.  In  carrying  out  this  duty,  the
General Affairs Division has key functions, including drafting technical guidelines for
general  administration,  financial  management,  and  coordinating  the  administrative
tasks of leadership, staffing, and organizing official meetings.

The  quality  of  services  remains  suboptimal.  Several  challenges  arise  due  to
limitations in staff knowledge and skills, affecting their work ethic [1]. Staff members
are  often  slow  and  less  responsive  in  their  work  processes,  and  internal
communication  still  relies  on  direct  interactions  without  adequate  technological
support, which hinders timely responses [2].

According  to  Moskowitz  and  Warwick,  today’s  workforce  needs  advanced
knowledge and technological skills that align with current developments [3]. Human
resources or employees in government institutions play a vital role in achieving the
objectives of executive institutions [4]. Therefore, staff competence and work ethics
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need to be enhanced to deliver the best possible service to the community and support
the success of the institution [5].

Based on pre-observation, the work ethic of employees at the Regional Secretariat
of  Mamuju  Regency still  needs  more  attention,  especially  in  terms  of  discipline,
responsibility,  and  initiative.  Although  many  employees  show  dedication  to  their
work,  several  obstacles  such  as  uneven  workload,  lack  of  motivation,  and
monotonous routines become challenges that affect daily productivity. A high work
ethic  is  needed  so  that  employees  can  work  more  effectively  in  achieving
organizational goals and providing the best service to the community.

Employee  competence  is  an  important  factor  in  improving  performance  at  the
Regional Secretariat. Some employees have good competence in their fields, but there
are also those who still need further development, especially in technical abilities and
skills  that  are  relevant  to  today's  job  demands.  Education,  training,  and  work
experience factors are the main determinants of their competence. The availability of
adequate  training  and  skill  improvement  programs  is  urgently  needed  to  adapt
employees' abilities to the ever-evolving administrative needs, especially in the face
of the digitalization era [6].

The quality of service at the Regional Secretariat of Mamuju Regency is the main
highlight,  considering  that  this  agency  has  a  great  responsibility  in  serving  the
community  and  coordination  between  government  agencies.  Although  there  are
already established service standards, several obstacles such as limited resources, lack
of access  to  information, and long service flows often cause complaints from the
public. Optimal service quality needs to be realized by increasing employee capacity,
implementing efficient information technology, and better managing service flows.
The emphasis on improving service quality is very important to build public trust in
government agencies

This study will  focus on the impact of education and skills  on work ethic and
service quality in the General Affairs Division of the Regional Secretariat of Mamuju
Regency. The research questions cover the influence of education, skills, and work
ethic on service quality. This study is expected to provide academic benefits as a
reference for further research and practical benefits for decision-making to improve
service quality in government.

2 Literature Review

2.1 Human Resource Management (HRM)

Human Resource Management (HRM) is the science of managing work relationships
effectively to achieve organizational goals. HRM encompasses planning, organizing,
directing,  and  controlling  activities  related  to  recruitment,  development,
compensation,  integration,  and  termination  of  employment  with  human resources.
According  to  Amstrong,  the  functions  of  HRM  include  workforce  planning,
organizing,  directing,  controlling,  procurement,  development,  compensation,
integration,  maintenance,  discipline,  and termination [7].  Through these functions,
HRM plays a vital role in supporting the achievement of individual, organizational,
and societal goals.
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The objectives  of  HRM include social,  organizational,  functional,  and personal
goals. The social objective ensures that the organization is socially responsible to the
community [8]. The organizational objective helps achieve the formal goals of the
organization.  The functional  objective  focuses  on the efficient  contribution of  the
human resource  department.  Meanwhile,  the  personal  objective  aims  to  meet  the
needs  of  organization  members,  creating  harmony  between  individual  and
organizational  goals  to  prevent  conflicts.  HRM  assists  managers  in  effectively
managing the workforce and is key to optimizing organizational performance as a
whole. 

2.2 Knowledge

Knowledge is defined differently by experts, with Plato's definition as "justified true
belief" remaining influential. According to Notoatmodjo, knowledge is the result of
perception toward an object,  and learning processes influenced by motivation and
available  resources,  as  noted  in  the  Indonesian  Language  Dictionary.  Knowledge
involves  six  cognitive  levels:  knowing,  understanding,  applying,  analyzing,
synthesizing,  and  evaluating.  It  stems from curiosity,  aiming to  seek truth and  is
considered  "true  knowledge"  when  it  meets  criteria  based  on  coherence,
correspondence, and pragmatism theories  [9].

Knowledge  types  include  direct,  mediated,  sensory,  conceptual,  particular,
universal,  common  sense,  and  scientific  knowledge,  each  differing  in  acquisition
methods rather  than value [10].  Factors  influencing knowledge include education,
which facilitates learning, access to information/media, socio-cultural and economic
backgrounds, environment, experience, and age. These factors help individuals build
a broader understanding and interact with their surroundings effectively, as learning
from  experience  enhances  decision-making,  and  increasing  age  refines  cognitive
abilities and intellectual engagement.

2.3 Skill

Skill  is  defined  as  proficiency  or  expertise,  acquired  when  knowledge  is  applied
practically.  Skills  transform knowledge into daily  work  practices,  bridging  theory
with real-world application. Competence refers to one’s ability to perform tasks and
meet expectations in producing goods or services, covering both physical and mental
capabilities. Intellectual abilities include skills like arithmetic, verbal comprehension,
and reasoning, while physical abilities relate to physical tasks requiring stamina, hand
speed, or strength—essential in specific roles demanding manual precision [7].

In government, professionalism includes several key competencies, according to
Mu'allim and Abidin. These include delivering efficient, empathetic public service,
excelling  in  administrative  tasks,  and  following  responsibilities  and  procedures
aligned with job roles. Professionals in government should also positively influence
public perception, provide clear and systematic service, and uphold core professional
values: compensation, specialized knowledge, and adherence to ethical standards. A
true  professional  is  expected to  possess  in-depth  knowledge of  governmental  and
service principles and effectively apply them in practice.
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2.4 Work Ethic

A strong work ethic is essential for every employee, as organizations rely on hard
work and commitment to grow and compete in the market.  A solid work ethic is
marked  by  a  positive  attitude  toward  results,  viewing  work  as  a  noble  activity,
recognizing its meaningful role in life, perseverance, and seeing work as an act of
worship.  A  strong  work  ethic  motivates  individuals  or  groups  to  achieve
organizational goals effectively [11].

According to Sondang P. Siagian, a work ethic includes binding norms that are
recognized as  standard practices  within an organization.  Herzberg adds that  work
ethic, responsibility, and psychological growth are effective driving factors. Research,
such as Cascio's study (1995), shows that a positive work ethic improves performance
and satisfaction.  Additionally,  appealing challenges and expectations can motivate
individuals to work more diligently, carefully, and responsibly.

2.5 Service Quality

Service quality refers to the characteristics of a product or service that fulfill customer
needs, both explicitly and implicitly, to meet present and future demands. Service is
any act or activity offered by one party to another, often intangible, that does not
result  in  ownership[12].  In  a  competitive  market  driven by technology,  providing
high-quality service is essential  for businesses to retain customers and build trust.
According to Kotler and Keller, service quality satisfies customer needs and desires,
while the SERVQUAL model defines service quality as the gap between customer
expectations and actual service received. Major dimensions of service quality include
reliability  (delivering  promised  services  accurately),  responsiveness  (prompt
assistance),  empathy  (personalized  care),  and  tangibles  (physical  facilities  and
communication) [13].

3 Research Methodology

This research employs a quantitative approach to examine the relationships between
variables and test hypotheses through causal analysis, using path analysis (PATH).
Conducted  over  three  months  at  the  Regional  Secretariat  of  Mamuju,  the  study
involves all 31 employees, with data collection through questionnaires, observations,
and  interviews.  Data  analysis  methods  include  descriptive  analysis,  validity  and
reliability  testing  using  SmartPLS software,  and  hypothesis  testing  with  a  95%
confidence  level.  The  study  also  employs  the  determination  coefficient  (R²)  to
measure  the  explanatory  power  of  independent  variables,  with  R-squared  values
indicating model strength.

4 Results And Discussion

Construct validity testing assesses how well measurement results align
with theories defining a construct by examining the correlation between
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the construct and question items, as well as with other variables, through
outer loading values. In SmartPLS, validity is evaluated based on indicator
loading factors, where initial research suggests a minimum of  0.30,≥
better at ± 0.40, and considered very good at > 0.50. A T-statistic range
twice  the  standard  error  is  also  indicative  of  validity.  Higher  loading
factors enhance interpretation of factor matrices, with validity test results
displayed in the following table.

Table 1. Validity Test

ORIGINAL
SAMPLE (0)

T Statistik 
(| 0/...

P Value

X1.1 Education Level 0.926 10.877 0.000
X1.2 Education Level 0.949 11.219 0.000
X1.3 Education Level 0.922 8.502 0.000
X1.4 Education Level 0.906 8.783 0.000
X2.1 Competency 0.969 56.403 0.000
X2.2 Competency 0.977 72.687 0.000
X2.3 Competency 0.958 31.353 0.000
YI.1 Work Ethic 0.962 9.276 0.000
Y1.2 Work Ethic 0.896 14.122 0.000
Y1.3 Work Ethic 0.928 11.119 0.000
Y1.4 Work Ethic 0.905 6.903 0.000
Y2.1 Service Quality 0.943 12.779 0.000
Y2.2 Service Quality 0.964 12.302 0.000
Y2.3 Service Quality 0.943 13.478 0.000
Y2.4 Service Quality 0.965 11.713 0.000

Source: Outer Loading SmartPLS (2024)
The table above shows that the variables of education level,  competence, work

ethic, and service quality each have a loading factor (original sample) value above
0.5, which is categorized as very good (valid) and ready for hypothesis testing.

Table 2.  Reliability Test

Cronbach’s Alpha Reliability Composite
Work Ethic 0.942 0.958
Competency 0.967 0.978
Service Quality 0.967 0.976

Source: Smart PLS (2024)
Based on the table above, it can be seen that each research variable's Cronbach’s

alpha is  as  follows:  education level  at  0.945,  competence at  0.967,  work ethic at
0.942,  and  service  quality  at  0.967.  All  variables  have  a  Cronbach’s  alpha  value
greater than 0.7, indicating that the constructs in this study are reliable or valid.

Respondents in this study include 31 employees from the General Section of the
Regional Secretariat of Mamuju, providing responses on education level, competence,
motivation,  and  performance.  For  education  level,  the  highest  response  was  on
“Formal  education  provides  skills  for  my  job,”  indicating  a  positive  view  on
education’s role. The lowest response, still positive, related to education’s ease in task
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understanding.  For competence, respondents  rated “Knowledge in using tools like
computers” highest,  while  adherence to work norms was the lowest  but  remained
favorable, indicating good knowledge and compliance levels among employees.

Regarding work ethic, the highest rating was for "employees willing to share views
to improve organizational  performance,"  highlighting a  collaborative  attitude.  The
lowest-rated  item,  on  perseverance  toward  organizational  goals,  still  scored  well,
reflecting a solid dedication to organizational success. For service quality, "personal
attention to the public" received the highest score, emphasizing strong empathy in
services, while "employee appearance" was rated lowest but still positive, showing a
good level of physical presentation and empathy in service delivery.

The direct hypothesis tests reveal that education positively impacts work ethic but
not service quality, while competence does not significantly influence work ethic or
service quality. However, work ethic itself positively and significantly affects service
quality. Indirect hypothesis testing shows that education positively impacts service
quality through work ethic as a mediator, but competence does not have a significant
indirect effect.

Overall, education and work ethic significantly contribute to service quality, with
competence  playing  a  less  impactful  role.  The  comprehensive  hypothesis  testing
indicates  significant  relationships  between these  factors,  guiding  improvements  in
employee performance and organizational service delivery.

● Influence  of  Education  Level  on  Work  Ethic:  Education  has  a  positive  and
significant impact on work ethic, indicating that the higher the education level, the
better the employees' work ethic. Respondent data shows a fairly high education
level,  although  some  respondents  remain  unsure.  Employees  with  a  university
background demonstrate a higher work ethic than those with secondary education.
This finding aligns with Pelly's theory in [14] , which states that education affects

Influence of Competence on Work Ethic: Competence does not have a significant
impact  on  work  ethic.  Although  competence  levels  are  relatively  high,  some
respondents still express doubt. Interviews reveal that employee competence at the
Regional Secretariat of Mamuju does not always match job requirements, resulting
in suboptimal work ethic. This aligns with Wibowo's theory in Winarti (2019) and
Winarti’s research, which found that misaligned competence does not significantly

Influence of Education Level on Service Quality: Education level does not have a
significant  impact  on service  quality.  Despite  the  employees’  good educational
backgrounds, research and interviews show that this has not positively influenced
service  performance.  Kotler’s  theory  in  [15]  mentions  that  the  intangible
characteristics of service influence the relationship between education and service
quality. Sujana’s research also supports that education level does not significantly

Influence  of  Competence  on  Service  Quality:  Competence  has  a  positive  and
significant impact on service quality, with higher employee competence leading to
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improved service quality. Respondents responded positively regarding competence
in relation to service. This aligns with Simanjuntak’s theory in [16], which states
that competence is essential for high-quality public service. Nurmasitha’s research
also supports a positive link between competence and service quality.

Influence of Work Ethic on Service Quality: Work ethic has a significant impact
on service quality. As work ethic improves, service quality increases. Respondents
provided  positive  feedback,  although  some  remained  unsure.  Interviews  with
leadership at  the Mamuju Secretariat  confirm that  a high work ethic positively
affects service performance. This is consistent with Kotler’s theory in [17], which
states  that  work  ethic  impacts  service  quality,  as  well  as  Afifah’s  research
supporting this finding.

level  has a significant impact on service quality when mediated by work ethic.
With a better education level, service quality increases through a strong work ethic.
Interviews  show  that  employees  have  good  educational  backgrounds  but  still
require improvement to enhance work ethic and service quality. This aligns with
Anoraga’s theory in [18]Gering (2017).

Influence of  Competence  on Service  Quality  through Work Ethic:  Competence
does not significantly impact service quality when mediated by work ethic. Results
indicate  that  employees’  competence  is  not  fully  adequate  and  thus  has  not
optimally improved service quality. This is supported by Robbins’ theory in [19],
which states that if competence is not aligned with expertise, it  does not affect
work ethic and service quality.

5 Conclusion

According to the study's findings, employees' work ethic at the General Section of
the Regional Secretariat of Mamuju is positively and significantly impacted by their
educational  attainment,  suggesting  that  higher  education  levels  enhance  employee
work  ethic.  Work  ethic,  however,  is  not  significantly  impacted  by  competency,
indicating that greater skill does not always improve it. Higher education does not
necessarily translate into better service quality, as evidenced by the fact that education
level has no discernible impact on service quality. However, competency has a big
influence on service quality, so when employees are more competent, the quality of
the  services  they  offer  is  higher.  A  greater  work  ethic  leads  to  better  service
outcomes, as evidenced by the positive and considerable influence work ethic has on
service  quality.  Additionally,  work  ethic  mediates  the  considerable  relationship
between education level and service quality, suggesting that a strong work ethic might
enhance service quality in conjunction with a higher education level. On the other
hand, competency has no discernible effect on service quality when mediated by work
ethic, indicating that performance may not improve even with greater competence if
work ethic is the only mediator.
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