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ABSTRAK 
Penelitian ini bertujuan untuk mengetahui: (1) Pengaruh variabel struktur organisasi 

terhadap kualitas pelayanan PDAM Kotabaru. (2) Pengaruh variabel kinerja peagawai terhadap 

kualitas pelayanan PDAM Kotabaru. (3) Pengaruh variabel struktur organisasi dan kinerja pegawai 

terhadap  kualitas pelayanan pada kantor PDAM Kotabaru. 

Penelitian ini dikategorikan sebagai penelitian asosiatif. Populasi adalah karyawan 

berjumlah 112 orang karyawan, teknik sampling yang digunakan memakai random sampling. 

Sampel yang diambil sebanyak 112 orang karyawan struktur organisasi dan kinerja pegawai 

terhadap  kualitas pelayanan pada kantor PDAM Kotabaru. Teknik analisis data pada penelitian ini 

adalah teknik analisis regresi linier berganda. Data penelitian bersumber dari data primer  dan 

proses pengumpulan data menggunakan wawancara dan kuesioner.  

Hasil Penelitian diperoleh struktur organisasi berpengaruh positif signifikan terhadap kinerja 

pegawai, dimana t hitung sebesar 3.714 > t tabel 1.67469 dengan signifikansi 0.000< 0.005. kinerja 

pegawai berpengaruh Positif signifikan terhadap kualitas pelayanan dimana t hitung sebesar 3.511 > 

t tabel 1.67469 dengan signifikansi 0.001 < 0.005. struktur organisasi dan kinerja pegawai 

berpengaruh secara simultan terhadap kualitas pelayanan dimana F hitung sebesar 38.575 dengan 

tingkat signfikansi 0.000 < 0.005. Nilai F hitung sebesar 38.575 dan F tabel 3.18. Nilai signifikansi 

0.001<0.005. 

Kata Kunci : Struktur Organisasi, Kinerja Pegawai, Kualitas Pelayanan 

 

ABSTRACT 
This research aims to determine: (1) The influence of organizational structure variables on 

the service quality of PDAM Kotabaru. (2) The influence of employee performance variables on the 

quality of PDAM Kotabaru services. (3) The influence of organizational structure variables and 

employee performance on service quality at the PDAM Kotabaru office. 

This research is categorized as associative research. The population is 112 employees, the 

sampling technique used was random sampling. The sample taken was 112 employees, 

organizational structure and employee performance regarding service quality at the PDAM 

Kotabaru office. The data analysis technique in this research is multiple linear regression analysis 

technique. Research data comes from primary data and the data collection process uses interviews 

and questionnaires.  

The research results, it was found that organizational structure had a significant positive 

effect on employee performance, where t calculated was 3.714 > t table 1.67469 with a significance 

of 0.000 < 0.005. Employee performance has a significant positive effect on service quality where t 

count is 3.511 > t table 1.67469 with a significance of 0.001 < 0.005. Organizational structure and 

employee performance simultaneously influence service quality where the calculated F is 38.575 

with a significance level of 0.000 < 0.005. The calculated F value is 38.575 and F table 3.18. 

Significance value 0.001<0.005. 
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