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E-government emerged as a media that directs relations, management
and community/public services aimed at improving the operations and
service provision of government institutions. The implementation of e-

government based services is expected to have a significant impact on
the quality of public services (Saputra et al., 2023). The implementation
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y i fair and useful services. Good service is often assessed by the community
Accepted: directly from the service provider, namely the government, therefore

efforts are needed to improve the quality of the service system provided
so that it can fulfill desires and increase community satisfaction.
Community assessments and community satisfaction regarding public
services can provide important feedback to government officials. The
creation of excellent and satisfying public services for the community
will ultimately encourage the creation of public trust.
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1. INTRODUCTION

The influence of service quality on public trust and satisfaction includes (Ari & Hanum, 2021;
Kanaan et al., 2023; Alkraiji & Ameen, 2022; Efnita et al., 2021; Fadhilla, 2022; Nworah, 2020). The
results of different studies which were used as gap research were obtained (Rismayadi et al., 2020;
Rinaldi et al., 2023; Tanjung & Rahman, 2023) which stated that service quality had no effect on public
trust and satisfaction.

2. LITERATURE REVIEW
Based on the background of the problems described above, the problems that will be discussed and
determined are:
1. Does the implementation of the Smart Village Banyuwangi application have a positive and significant effect
on the trust of the people of Banyuwangi Regency?
2. Does service quality have a positive and significant effect on the trust of the people of Banyuwangi Regency?
3. Does the implementation of the Smart Village Banyuwangi application have a positive and significant effect
on the satisfaction of the people of Banyuwangi Regency?
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4. Does service quality have a positive and significant effect on the satisfaction of the people of Banyuwangi
Regency?

5. Does public trust have a positive and significant effect on community satisfaction in Banyuwangi Regency?

6. Does the implementation of the Smart Village Banyuwangi application have a positive and significant effect
on community satisfaction through the trust of the people of Banyuwangi Regency?

7. Does service quality have a positive and significant effect on community satisfaction through the trust of the
people of Banyuwangi Regency?

2.1 The Influence of Service Quality on Public Trust

Service quality is an effort to fulfill customer needs and desires, as well as delivery provisions to balance
customer expectations (Tjiptono, 2019). Service quality is an effort to meet customer needs and desires, as well
as delivery provisions to balance customer expectations (Dharmmesta, 2020). Superior service is defined as an
employee's attitude or way of serving customers satisfactorily. Service quality is not seen from the perspective of
the organizer or service provider, but rather based on customer perception, because it is the customer who
consumes and experiences the service provided, so it is the customer who should assess and determine the quality
of service.

2.2 The Effect of Implementing the Smart Village Banyuwangi Application on Public Trust

In line with advances in information and communication technology (ICT), e-government is increasingly
popular. E-government is a method of administering government electronically (Nugraha et al., 2023). The most
expected benefits from e-government are increased efficiency, convenience and accessibility in public services.
Furthermore, the Ministry of Communication and Information stated that e-government is a serious government
effort through the development of internet/electronic-based public services in order to create efficient and effective
public services. Public services implemented using e-government are considered capable of improving
government performance and capable of realizing service management that meets the principles of good
governance.

3. RESEARCH METHODOLOGY

Research methods are basically a scientific way to obtain data with specific purposes and uses (Sugiyono,
2019). According to Sekaran and Bougie (2020), research methods are a systematic and organized effort to
investigate a problem that arises in the world of work that requires a solution. From the description above, it can
be stated that a research method is a systematic and organized scientific method for researching a research object
with certain aims and uses. The research method used in this research is a descriptive and verification method
using a quantitative approach.

The variable measurement scale in this study uses a Likert scale. According to Sugiyono (2019) the
Likert scale is used to view a phenomenon by measuring the attitudes, opinions and perceptions of a person/group.
The data measurement technique uses a Likert scale with five alternative answers. In using the Likert scale, the
variables that will be used are measured and described into variable indicators. Then the indicators that have been
determined are used as benchmarks for compiling instruments which can be in the form of questions or statements.
Table 1 Rating Scale for Positive Statements. No Information Positive Score
1 Strongly Agree 5
2 Agree 4
3 Quite Agree 3
4 Disagree 2
5 Strongly Disagree 1
Source: Sugiyono (2019)

Table 1. Rating Scale for Positive Statements

Title Example Font
1 1 Strongly Agree 5 1Strongly Agree 5
2 Agree 4 2 Agree 4
3 Quite Agree 3 3 Quite Agree 3 3 Quite Agree 3
4 Disagree 2 4 Disagree 2 4 Disagree 2
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3.1 Hlustrations
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Figure 1. Iconomics logo

4. RESULTS AND DISCUSSIONS
Data analysis techniques are one of the methods used to process research results to reach a conclusion.
In this research, the data analysis method used is quantitative descriptive analysis. Descriptive analysis is statistics
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that function to describe or provide an overview of the object being studied through sample or population data as
it is, without carrying out analysis and making conclusions that apply to the general public (Sugiyono, 2019).

4.1 Validity Test includes

1. Convergent Validity is an indicator that is assessed based on the correlation between the item
score/component score and the construct score, which can be seen from the standardized loading factor which
describes the magnitude of the correlation between each measurement item (indicator) and the construct. An
individual reflexive measure is said to be high if it correlates > 0.7 with the construct to be measured, whereas
according to Chin, quoted by Imam Ghozali (2008), an outer loading value between 0.5 - 0.6 is considered
sufficient.

2. Discriminant Validity is a measurement model with reflexive indicators assessed based on cross-loading of
measurements with constructs. If the correlation of the construct with the measurement item is greater than
the size of the other construct, it shows that their block size is better than the other blocks. Meanwhile, another
method for assessing discriminant validity is by comparing the squareroot of average variance extracted
(AVE) value.

4.2 Equations
Reliability Test includes:

1. Composite reliability is an indicator for measuring a construct that can be seen in the latent variable
coefficients view. To evaluate composite reliability, there are two measuring tools, namely internal
consistency and Cronbach's alpha. In this measurement, if the value achieved is > 0.70, it can be said that the
construct has high reliability.

2. Cronbach's Alpha is a reliability test carried out to strengthen the results of composite reliability. A variable
can be declared reliable if it has a Cronbach's alpha value > 0.7.

The influence of implementing the smart kampung banyuwangi application and service quality on
community satisfaction with community trust as an intervening. The influence of implementing the smart
kampung banyuwangi application and service quality on community satisfaction with community trust as an
intervening

5. CONCLUSIONS
Based on the research findings described in Chapter 1V, the conclusions in this research are as follows:

1. The implementation of the Smart Village Banyuwangi application has a positive and significant effect on the
trust of the people of Banyuwangi Regency.

2. Service quality has a positive and significant effect on public trust in the Banyuwangi Regency Population
and Civil Registration Service.

3. Implementation of the Smart Village Application has a positive and significant effect on community
satisfaction at the Banyuwangi Regency Population and Civil Registration Service.

4. Service quality has a positive and significant effect on community satisfaction with the Banyuwangi Regency
Population and Civil Registration Service.

5. Community Trust has a positive and significant effect on community satisfaction with the Banyuwangi
Regency Population and Civil Registration Service

6. The implementation of the Smart Kampung Banyuwangi application has a positive and significant effect on
community satisfaction with Banyuwangi Regency community trust as an intervening variable.

7. Service quality has a positive and significant effect on community satisfaction with Banyuwangi Regency
community trust as an intervening variable.

ACKNOWLEDGEMENTS

Praise and gratitude the researcher would like to express the presence of Allah SWT, for all His blessings,
mercy and grace which has given the researcher the knowledge, experience, strength, patience and opportunity to
be able to complete this thesis. However, the researcher actually realizes that without help and support from
various parties, the preparation of this thesis could not run well. Until the completion of the writing of this thesis,
many parties have received help with time, energy and thoughts from many parties. In this regard, on this occasion,
the researcher would like to express his deepest gratitude to.

REFERENCES
Abdullah, T. & Tantri, F. 2023. Manajemen Pemasaran. Jakarta: Rajawali Pers.

Alimansyah & Suratman 2023. Manajemen Pelayanan Publik Prima. Indramayu: Penerbit Adab.

Proceedings homepage: https://conferenceproceedings.ump.ac.id/pssh/issue/view/45



https://conferenceproceedings.ump.ac.id/pssh/issue/view/45

124 ISSN: 2808-103X

Alkraiji, A. & Ameen, N. 2022. The impact of service quality, trust and satisfaction on young citizen loyalty
towards government e-services. Information Technology & People, 35(4): 1239-1270. Tersedia di
https://doi.org/10.1108/ITP-04-2020-0229

Andriandafiarisoa, A., Ny, R. & Chengang, Y. 2021. Examining the Impact of E-Government on Corporate Social
Responsibility Performance : The Mediating Effect of Mandatory Corporate Social Responsibility Policy
, Corruption , and Information and Communication Technologies Development During the COVID era.
Frontiers in Psychology, 12(October): 1-14.

Ari, D.P.S. & Hanum, L. 2021. Pengaruh Kualitas Pelayanan Website Djp Terhadap Kepuasan Pengguna Dengan
Modifikasi E Govqual. Profit: Jurnal Administrasi Binis, 15(01): 104-111.

Ashari, A.M. 2020. Analisis Inovasi, Kualitas Layanan Administrasi Kependudukan Melalui Kepuasan Dan
Pengaruhnya Terhadap Kepercayaan Masyarakat (Studi Kasus pada Kantor Kelurahan Sumbersari
Kecamatan Sumbersari Kabupaten Jember). Universitas Muhammadiyah Jember.

Badruddin, S., Halim, P., Ismowati, M. & Kurniah, S.A. 2024. Transformasi Digital Dalam Pelayanan Publik.
Sleman: Zahir Publishing.

Beeri, 1., Uster, A. & Vigoda-Gadot, E. 2019. Does Performance Management Relate to Good Governance? A
Study of Its Relationship with Citizens’ Satisfaction with and Trust in Israeli Local Government. Public
Performance and Management Review, 42(2): 241-279. Tersedia di
https://doi.org/10.1080/15309576.2018.1436074

Danar, O.R. 2022. Teori Governance. Yogyakarta: Deepublish.

Dharmmesta, B.S. 2020. Manajemen PemasaranManajemen Pemasaran: Analisis Perilaku Konsumen.
Yogyakarta: BPFE.

Dwiyanto, A. 2021. Mewujudkan Good Governance Melalui Pelayanan Publik. Yogyakarta: UGM PRESS.

Efnita, Y., Syaefulloh & Widana, S. 2021. Pengaruh Sistem Informasi Akademik (SIKAD) dan Kualitas
Pelayanan Terhadap Kepuasan Mahasiswa Pada Universitas Islam Riau. E-Bisnis: Jurnal Ilmiah
Ekonomi dan Bisnis, 14(2): 72-79.

Fadhilla, I1.N. 2022. Pengaruh Sistem Informasi Dan Kualitas Pelayanan Terhadap Kepuasan Penumpang Pada
Bandar Udara Iskandar Pangkalan Bun .... Ground Handling Dirgantara, 5(2): 240-249.

https://jurnal.sttkd.ac.id/index.php/jgh/article/view/460%0Ahttps://jurnal.sttkd.ac.id/index.php/jgh/artic
le/download/460/453

Ghozali, 1. 2019. Model Persamaan Struktural; Konsep dan Aplikasi, dengan program AMOS 22.0, Update
Bayesian SEM. Semarang: Badan Penerbit Universitas Diponegoro.

Ghozali, 1. 2020. Structural Equation Modeling Metode Alternatif dengan Partial Least Squares (PLS). 1V ed.
Semarang: Badan Penerbit Universitas Diponegoro.

Appendix

Appendix 1 Research Questionnaire

Appendix 2 Recapitulation of Respondent Answer Data

Appendix 3 Descriptive Statistics and Frequency Distribution of Respondents' Answers
Appendix 4 SEM-PLS Analysis Results with WarpPLS

Proceedings homepage: https://conferenceproceedings.ump.ac.id/pssh/issue/view/45



https://conferenceproceedings.ump.ac.id/pssh/issue/view/45
https://doi.org/10.1108/ITP-04-2020-0229
https://doi.org/10.1080/15309576.2018.1436074
https://jurnal.sttkd.ac.id/index.php/jgh/article/view/460%0Ahttps:/jurnal.sttkd.ac.id/index.php/jgh/article/download/460/453
https://jurnal.sttkd.ac.id/index.php/jgh/article/view/460%0Ahttps:/jurnal.sttkd.ac.id/index.php/jgh/article/download/460/453

