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Abstract                
A good English ability is needed in the global society that is a part of the 
current globalisation era. With the opening of the global market, the job com-
petition is greater than before and Indonesia must have reliable and compet-
itive human resources prepared by universities, including the universities in 
Manado. This study aims to explore the relationship between student gender 
and their choice of learning strategies as well as the frequency of their use. 
The subject of this research is the university students in Manado and the main 
instrument used is the Strategy Inventory of Language Learning. The findings 
show the differences in the choices made regarding learning strategies and 
their frequency of use. Among the six categories of language learning strate-
gies, gender differences tend to be seen in the use of compensation strategies 
and social strategies in favour of male university students. 

Keywords: Language Learning Strategies, Gender Differences, University 
Students
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Los Factores Influyentes Relacionados Con El Desar-
rollo De Los Ingresos: Retribuciyn En La Calidad De 
Las Pruebas < La Calibraciyn De Los Productos < El 
Efecto Del Desempexo Del Servicio De Las Mujeres En 
La Satisfacciyn Del Cliente

Resumen

Este estudio analiza el efecto del desempeño del servicio realizado por las 
mujeres en la satisfacción del cliente en la UPTD BPSMB en la provincia 
de Jambi. Los objetivos de este estudio son los siguientes: 1). Saber qué 
factores influyen en el desarrollo de la recepción de los gravámenes del 
servicio de pruebas de calidad y calibración de mercancías, 2). Analizan-
do el nivel de efectividad y la eficiencia de la recepción de pruebas de 
calidad de bienes y retribución de calibración y 3). Analizar la influencia 
del desempeño de los servicios cuando son realizados por mujeres en la 
satisfacción del cliente. La herramienta analítica utilizada fue el método 
descriptivo centrado en el período 2006 - 2015 y la regresión lineal múl-
tiple. Los resultados mostraron que el número de factor de muestras / her-
ramientas estuvo involucrado en las pruebas de calibración y el número 
de analistas tuvo un efecto significativo en el desarrollo de los recibos de 
las pruebas de calidad de los productos y la retribución de la calibración 
en la UPTD BPSMB Jambi. El nivel de efectividad y la eficiencia de la 
recepción de la retribución de las pruebas de calidad de los bienes fue muy 
eficaz y eficiente. Esto es así como las variables de evidencia física, fia-
bilidad, capacidad de respuesta, seguridad y preocupación, que tienen un 
efecto positivo y significativo en la satisfacción del cliente.

Palabras clave: bienes, calidad, pruebas, retribución y calibración

1. INTRODUCTION

The source of Locally-Generated Revenue (PAD) originates from Business 
Service Retribution, which is one of the sources of regional income that is 
considered to be important in financing the implementation of the regional 
government. Regional Original Income is used by the government, one of 
which is to increase social welfare (LESTARI & FIRDAUSI, 2017). This 
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is regulated in Regional Regulation No. 4 of 2010 as amended by Regional 
Regulation No. 1 of 2012, which needs to be changed to Regional Regu-
lation No. 6 of 2015. In Business Service Retribution, one rule consists of 
Regional Wealth Usage Levies where there are Goods Quality and Cali-
bration Testing Laboratory Levies. Testing is not only done by men; it can 
be done by women, even where the customers are women too. Calibration 
is an activity to determine the conventional truths within the value of the 
measuring instruments and measuring materials by comparing traceable 
standards to both national and international standards for the measurement 
units, in addition to internationally certified reference materials. 

The activity was carried out in the Laboratory for Testing and Quality con-
trol (BPSMB) The ratio of realisation related to the target every year is 
always achieved. However, when viewed through the ratio per year from 
2006 – 2015, the ratio level fluctuates. In 2008, the ratio increased 150 
percent but in 2009 – 2012, the ratio decreased each year and it has in-
creased again in 2013. The following year, namely 2014 – 2015, the ratio 
decreased again. Likewise for the acceptance ratio of retribution for quali-
ty testing and calibration at the UPTD BPSMB Jambi for the 2006 regional 
levies up to 2015, on average they only gave approval to 1.67 percent. If 
seen from the contribution of receipts of goods quality testing retribution 
and calibration as related to PAD, it shows that the retribution goods quali-
ty and calibration testing from 2006 to 2015 only contributed 0.48 percent 
to locally generated revenue (PAD). 

Tangible variables (physical evidence) are measured by the variables of 
arrangement, facilities, comfort, availability and neatness. Reliability var-
iables are measured by the variables of ease, accuracy, accuracy, ability 
and recording. Responsiveness variables are measured by variable speed, 
greetings, willingness and the response of the employee. The assurance 
variables are knowledgeable employees, attitude, abilities, security, ful-
filment, empathy, attention, understanding, interactive relationships, sen-
sitivity and time. These variables affect customer satisfaction, of which 
the variables are comfort, confidence, interest and satisfaction. Funding 
sources for the implementation of the regional government consist of PAD, 
Balancing Funds, Regional Loans and other Income. PAD, one of which 
is in the form of Regional Taxes and Regional Retributions, is expected 
to be one of the sources of financing for the administration and regional 
development. 
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Thus, regional tax revenues and regional retributions are expected to be 
able to contribute positively to PAD in terms of achieving the equitable 
distribution of public welfare. In financing the regional development in 
Jambi Province, a substantial source of funds is needed. The sources of the 
funds include those from PAD, Investment and Assistance from the higher 
government. To reduce dependence on the higher levels of government 
assistance and to increase the level of independence in financing develop-
ment, businesses urgently need to explore the sources of financial revenue 
in the region, where one of them can be from the receipt of retribution. The 
component of regional retribution that is quite prospective as one of the 
sources of regional revenue in Jambi Province is the receipt of goods qual-
ity testing and calibration service levies conducted by the UPTD BPSMB 
of the Jambi Provincial Office of Industry and Trade. 

As a provider of testing and calibration services, the Jambi Provincial Gov-
ernment seeks to build the UPTD BPSMB Testing and Calibration Servic-
es facilities and infrastructure for the general public. Besides being useful 
for the people of Jambi Province, the existence of the UPTD BPSMB Jam-
bi Province can also be one of the sources of revenue for Jambi Province 
as a whole. On average, the rate of growth of goods quality testing and 
calibration service fees at the UPTD BPSMB in Jambi Province during the 
period of 2006 - 2015 experienced fluctuations each year. It is proper for 
the Jambi Provincial Government to pay attention to the problems related 
to testing the quality of goods and calibration at the UPTD BPSMB Jambi 
Provincial Office of Industry and Trade and for it to pay attention to the 
role of the Jambi provincial government. They must take concrete steps 
and be integrated in managing the goods quality testing and calibration 
service levies so then they are better coordinated. Therefore, efforts to in-
crease PAD will be successful if each component of revenue truly seeks to 
increase its revenue.

2. RESEARCH METHOD

Based on the background of the problem, the formulation of the prob-
lem is as follows: 1). What factors cause the development of receipt of 
goods quality testing and calibration retribution carried out by women in 
the UPTD BPSMB Jambi Province? 2). How is the level of effectiveness 
and efficiency of the collection of goods quality testing and calibration 
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retribution
 

carried out by Jambi Province’s women? 3). How does the performance of 
the services performed by women in Jambi Province influence the service 
itself?

Some of the previous studies that were used as references in this study in-
clude HENDARIS (2015), RAZZAQ (2010) & SEPTIA NAWATI (2012) 
arguing that the target of receiving service fees was 98 percent and thus 
effective, but only 70 percent of its potential. Likewise, the results of the 
Main study (2015), and that of SANTI RISDIANA (2015) said that the ef-
fect of service quality on customer satisfaction is that they use the services. 
According to BETTU ARTIVA (2015), they said that the receipt of goods 
quality testing and calibration services levies was low because of the lack 
of socialisation and an eigenvalue above one.

The method used in this research was a quantitative descriptive research 
method. The quantitative descriptive research method is a method that ex-
amines the status of the object being observed, which aims to go on to 
make a systematic, factual and accurate description of the phenomenon 
under investigation, based on the quantitative analysis made.

This is consistent with the research conducted by ILKER ETIKAN, SU-
LAIMAN ABUBAKAR MUSA, RUKAYYA SUNUSI ALKASSIM, 
(2016) which states that most of the respondents were women, totalling 
as many as 46 people while there were 14 male respondents. This is be-
cause women are better suited to working in the service sector than men. 
This study also shows differences in the nature, attitudes and activities 
that affect service satisfaction (HOYER AND MACLNNIS, 2010). The 
sampling technique was purposive random sampling. For this study, the 
total number of respondents was 100 percent women related to what was 
put forward by KWOK, JUSOH, KHALIFAH, (2016). They stated that 
the service made by women presents in the form of reliability, attention, 
empathy, and tangibility aspects in increasing satisfaction levels. This is 
in line with the level of empathy and satisfaction in achieving satisfaction 
(JUWHEER, 2011; MOKHLIS, 2012).

The data analysis method used to analyse every aspect involves factor 
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analysis, effectiveness, efficiency and the service performance performed 
by women receiving goods quality testing and calibration retribution as 
follows.

The analysis of the factors that led to the development of the receipt of 
goods quality testing retribution and calibration at BPSMB Jambi was 
done using multiple linear regression analysis with the help of the appli-
cation Eviews 8. The regional revenue models from retribution testing and 
calibration used in this study were:

Coefficient of determination (R2) 

The coefficient of determination (R²) was used to measure the truth of the 
regression analysis model. If the value of R² approaches 1, then there is a 
strong and close relationship between the dependent variable and the inde-
pendent variable and therefore the use of the model is justified. The level 
of the effectiveness analysis calculation of effectiveness (results) is used 
to determine the level of success in achieving the set targets. The calcula-
tion of the effectiveness (results) is used to determine the level of success 
in terms of achieving the predetermined targets. These refer to the com-
parisons or ratios between the realisation of the acceptance of testing and 
calibration service levies with the target acceptance of the planned testing 
and calibration service fees. It was formulated as follows (SIDIK, 1994):

To analyse the factors that influence Customer Satisfaction, multiple linear 
regression analysis was used.
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If the results of the calculation show a small percentage then it can be 
interpreted that the costs incurred to realise the revenue is quite high. This 
shows that the level of efficiency is still low or inefficient. Vice versa if the 
results show a large percentage. This means that the costs incurred to real-
ise revenues are relatively low. This indicates that the level of efficiency is 
quite high or that it is already efficient. The instrument of this research is a 
tool used for retrieving the data needed in the study. 

The instrument in this study was a questionnaire containing questions 
that needed to be answered by the respondents. The questionnaire con-
tains questions about the quality of service to what extent provides the 
best results for customers and can find out how much the level of customer 
satisfaction. In this study, we used quantitative data, namely by distrib-
uting questionnaires to the respondents. The respondents were asked to 
make an assessment in the form of numbers about the services provided by 
BPSMB Jambi. The scale used by the author in this study was the Likert 
scale. The Likert scale, according to (SUGIYONO, 2009), is a scale used 
to measure the attitudes, opinions, and perceptions of a person or group of 
people about a given social phenomena. In the Likert scale, the variable 
to be measured is described as a variable indicator. The indicator is then 
used as a starting point for compiling the instrument items which can be in 
the form of statements or questions. The answers to each instrument using 
a Likert scale have a gradient from very positive to very negative. In this 
study, the research instrument was made in the form of a checklist where 
each item contained the weight/value obtained based on the responses of 
the respondents concerned (SUGIYONO, 2009).
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3. RESULTS AND DISCUSSION 

3.1 Analysis of the factors that influence the development of receipts for 
goods quality testing and calibration retribution at UPTD BPSMB Jambi 

Product quality testing and calibration levies are the sources of regional 
wealth usage retribution that are a part of business service fees. The con-
tribution of the receipt of goods quality testing and calibration retribu-
tion to the receipt of business service fees in the period of 2006 to 2015 
each year is loosely based on the criteria of Dipdagri, Kepmendagri No. 
690,900,327. It has an average of 6 percent in the period 2006 to 2015. The 
development of the receipts of the Jambi provincial business service fees 
in the period 2006 to 2015 have generally increased every year, except for 
in 2011, it decreased by Rp. 1,089,944,980 from the previous year. 

Classical Assumption Test 

According to (MOHSIN, 2016), Systematic Random Sampling consists 
of 1) use on a homogenous population, 2) a method that is different from 
simple random sampling, 3) there is no equal probability of every element 
being included. 4) the elements are selected at a regular intervals. The test-
ing of the classic assumptions includes multicollinearity, autocorrelation, 
normality, linearity and heteroscedasticity. 

Multicollinearity Test 

The multicollinearity test results, based on Table 1, can be seen in the Cen-
tred VIF column. There is no VIF value for variables X1 and X2 greater 
than 10 or 5 (many books require no more than 10, but there are also those 
that require no more than 5), so there can be no multicollinearity in the two 
independent variables.
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Autocorrelation Test
To determine whether the linear regression model is free from autocorre-
lation, the Brusch-Godfrey or LM (Lagrange Multiplier) Test method can 
be used. Based on Table 3, the results show that Prob Value. F (2.5), where 
(2.5) is the degree of freedom for Distribution F with 2 as the degree of nu-
merator and 5 as the degree of denominator of 0.9625, can also be referred 
to as the probability value F count. The Prob Value F count is greater than 
the alpha level 0.05 (5 percent) so, based on the hypothesis testing, H0 is 
accepted which means that there is no autocorrelation. For more details, 
see Table 2.

Normality test

The normality test referred to in the classic assumption of the OLS ap-
proach is residual (data) that is formed by a normally distributed linear 
regression model, and not an independent variable or a dependent var-
iable. Tests for residuals are normally distributed and so cannot use the 
Jarque-Bera Test. Decisions are normally distributed according to whether 
or not the residual is simple by comparing the calculated JB (Jarque-Bera) 
probability with an alpha level of 0.05 (5 percent). If the Prob. JB count 
is greater than 0.05, it can be concluded that the residual is normally dis-
tributed and vice versa. If the value is smaller then there is not enough 
evidence to state that the residual is normally distributed. In Figure 1, the 
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following are the results of the Prob Value. The JB count is 0.1049> 0.05 
so it can be concluded that the residuals are normally distributed. This 
means that the classical assumptions of normality have been fulfilled. The 
results of processing the data using the Eviews 8 program have been fully 
explained in Figure 1.

Furthermore, multiple linear regression analysis was used in this study 
with the aim of proving the hypothesis concerning the effect of the sample 
number / calibration variables and the number of analysts/examiners par-
tially or jointly towards acceptance. Statistical calculations in the multiple 
linear regression analysis were used in this study with the help of computer 
program Eviews 8. For the multiple linear regression, testing for linearity 
used the Ramsey Reset Test. If the value of the Prob. F count is greater 
than the alpha level 0.05 (5 percent), then the regression model meets the 
linearity assumption and vice versa. If the value of the Prob. F count is less 
than 0.05, then the model cannot meet the linearity assumptions. In Table 
3, it shows the results of testing the Prob Value. The calculated F can be 
seen in the F-statistic of the Probability column. In this case, the value of 
0.9598 is greater than 0.05. It can thus be concluded that the regression 
model has fulfilled the linearity assumption. The results of processing the 
data using the Eviews 8 program have been fully explained in Table 3:
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Heteroscedasticity test

Heteroscedasticity occurs where the residuals and predictive values have 
correlations or relationship patterns. This pattern of relationship is not only 
limited to linear relationships, but in different patterns, it is also possi-
ble. Therefore there are several heteroscedasticity test methods as put for-
ward by EViews such as Breusch-Pagan-Godfrey, Harvey, Glejser ARCH, 
White and others. On this occasion, only the Glejser Test is simulated, 
referring to the results in Table 4 below. 
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Based on Table 1, it explains that the decision about whether heteroscedas-
ticity occurs in a linear regression model is related to looking at the Prob 
Value of the F-statistic (F count). If the value of the Prob. F count is greater 
than the alpha level 0.05 (5 percent), then H0 is accepted. This means that 
there is no heteroscedasticity. A Prob Value F count of 0.1708 is greater 
than the alpha level of 0.05 (5 percent), therefore, based on the hypothesis 
testing, H0 is accepted which means there is no heteroscedasticity.

Multiple regression analysis

Multiple linear regression analysis was used in this study with the aim 
of proving the hypothesis on the influence of sample number / calibra-
tion variables and the number of analysts/examiners partially or jointly 
towards acceptance. The statistical calculation involved in the multiple 
linear regression analysis used in this study was with the help of Eviews 
8. The results of the data processing using the program Eviews 8 has been 
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shown as complete in the appendix and then explained in Table 5.

The regression equation models can be written in the form of a regression 
equation as follows:

Y = 5,76 -351620,4X1+6372788X2

The regression equation can be explained as follows. The variable regres-
sion coefficient X1, namely the number of samples / tools, has a negative 
direction in their effect on acceptance. The variable regression coefficient 
X2, the number of analysts / testers, has a positive direction for their influ-
ence on acceptance. From the results of the multiple regression, the coef-
ficients have been explained in the description above. The next hypothesis 
will be tested partially or simultaneously.

Hypothesis testing
T- test (Partial hypothesis testing)

To test the significance of the regression model for each variable, this can 
partially be obtained using the t test. The following will partially explain 
the testing of each variable. The test results obtained by the value of t 
for the sample variable / tool shows that prob. t is 0.0297 <0.05. With a 
significance value below 0.05, this indicates that the number of samples/
tools has a significant influence on acceptance. This means that the higher 
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the number of samples/tools used in carrying out the testing/calibration 
at the UPTD BPSMB, the higher the receipt of goods quality testing and 
calibration retribution. On the contrary, the lower the number of samples 
/ tools used in carrying out the testing/calibration in the UPTD BPSMB 
goods and calibration has the opposite result. The test results obtained a t 
value for the variable number of analysts / testers showing that prob. t was 
0.4273>0.05. With a significance value above 0.05, this indicates that the 
number of analysts/examiners has a non-significant effect on revenue.

F-test

The results of the F test can be seen in Table 5, indicating the prob value. 
The F statistic of 0.002 is smaller than the significance level of 0.05. A 
significance value below 0.05 indicates that together, the number of sam-
ples/tools and the number of analysts/testers has a positive and significant 
effect on acceptance.

3.2 Calculation of the Effectiveness of Retribution 

Business service levies are non-tax in nature and they are not general ret-
ribution or certain licensing fees. The services in question are commercial 
services that should be provided by the private sector. However, they are 
inadequate or irrelevant when there is the existence of assets owned/con-
trolled by the regional government. Product quality and calibration retribu-
tion is one part of the regional wealth usage retribution which is also one of 
the types of business service fees. This is where the development in Jambi 
Province in the period of 2006 to 2015 was less from year to year. The use 
of regional wealth was measured by type of wealth, its duration of use, the 
designation of use, the strategic/economic value of use and the amount / 
area of area wealth. The principles and objectives in relation to determin-
ing the structure and size of the regional wealth usage levy rates were relat-
ed to administrative costs, procurement costs, maintenance / maintenance 
costs, depreciation costs, operational costs, and guidance costs. 

The efficiency ratio illustrates the comparison between the costs incurred 
to collect PAD and the realisation of the PAD received. To measure the 
efficiency ratios, we using the following formula: (HALIM, 2007). The 
criterion for assessing the efficiency of the levies on receipt of PAD in 
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Semarang is in accordance with Kepmendagri No.690.900.327 of 1994 
concerning the guidelines for valuation and financial performance. The 
receipt efficiency of testing the quality of goods in 2006 was said to be 
very efficient because the percentage of efficiency is less than 60 percent, 
equal to 56 percent. This means that the costs incurred to conduct goods 
quality testing and calibration fees in 2006 amounted to 56 percent of the 
realisation of the receipt of goods quality testing and calibration. 

The retribution acceptance efficiency of goods quality testing in 2008 is 
said to be very efficient because the percentage of efficiency is less than 
60 percent (at 50 percent). This means that the costs incurred to deduce 
product quality and calibration retribution in 2008 amounted to 50 per-
cent of the realisation of receipt of goods quality testing and calibration. 
This shows a decrease in the percentage of efficiency by 5 percent in 2008 
compared to 2007, which reached 55 percent. However, there has been 
an increase in the goods quality and calibration test retribution from 2007 
amounting to Rp.262,955,960, whereas in 2008 it was Rp.277,297,350. 
This is an increase of Rp.14,341,390. There was a decrease in fees for 
collecting retribution. The testing of goods quality and calibration from 
2007 amounted to Rp. 145,886,700, while in 2008 it amounted to Rp. 
139,456,000 – this is a decrease of Rp. 6,430,700. 

The retribution acceptance efficiency of goods quality testing in 2009 is 
said to be very efficient because the percentage of efficiency equals 60 
percent. This means that the costs incurred by the goods quality testing and 
calibration fees in 2009 amounted to 60 percent of the realisation of the re-
ceipt of goods quality testing and calibration fees. This shows an increase 
in efficiency by 10 percent in 2009 compared to 2008, which reached 50 
percent. They experienced an increase in the receipt of goods quality and 
calibration test levies from 2008 amounting to Rp.277,297,350. In 2009, 
the levies amounted to Rp.285,927,000, - an increase of Rp.8,629,650. The 
increase in collection fees for testing the goods quality and calibration in 
2008 amounted to Rp.139,456,000, while in 2009, the fees amounted to 
Rp.170,568,000, an increase of Rp.31,112,000.
 
The average effectiveness of the receipt of goods quality testing and cali-
bration testing over the last ten years, namely 2006 to 2015, is said to be 
very effective because the percentage of effectiveness is more than 100 
percent, at 137 percent. These results indicate that the UPTD BPSMB of 
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Jambi Province was said to be good at carrying out its duties. The year has 
decreased due to the existing internal and external factors. One of which 
is the problem of limited human resources where the number of analysts/
examiners is limited. For the external factors, this is due to the absence of a 
legal umbrella for the existence of compulsory testing / calibration as well 
as mandatory legal basis. This has become a strong basis for the customers 
to use to test the sample of the product before the next process.

3.3 Calculation of Efficiency

The average efficiency of the receipt of goods quality and calibration test-
ing for the last ten years, namely from 2006 to 2015, was at 53 percent. 
This means that costs incurred to collect goods quality testing and calibra-
tion fees during 2006 to 2015 amounted to 53 percent of the total realisa-
tion of the receipt of goods quality testing and calibration retribution from 
2006 to 2015.
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Based on Table 7, it shows that the development of the Jambi Province 
UPTD BPSMB over the last ten years, namely from 2006 to 2015, was 
said to be very efficient in terms of realising the receipt of goods quality 
testing and calibration retribution. This is because the percentage of effi-
ciency was equal to and smaller than 60 percent.

3.4 Calculation of the Results on the Influence of Service Performance 
by Women on the Customer Satisfaction of Goods Quality Testing and 
the Calibration carried out by the UPTD Technical Implementation Unit 
BPSMB Jambi Province.

The statistical calculation in the multiple linear regression analysis used 
in this study was done with the help of a computer program, Eviews 8. 
The results of the data processing using the Eviews 8 program have been 
presented completely in the appendix and then explained in Table 8 below.

Regression equation models that can be written from these results in the 
form of a regression equation as follows:

Y = 6.807323-0.080214*X1+0.132719*X2+ 0.658806*X3 +0.227877*X4 
-0.458975*X5

Hypothesis testing
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T-test (Partial hypothesis testing)

To test the significance of the regression model for each variable, this can 
partially be obtained using the t test. The following will thus partially ex-
plain the testing of each variable.

Physical Proof Variable (tangible)

The test results obtained by the value of t for the tangible display variables 
shows that prob. t is 0.3594> 0.05. With a significance value above 0.05, 
it shows that tangible evidence has no significant effect on satisfaction. 
This means that the better the physical evidence in the UPTD BPSMB, the 
higher the customer satisfaction. On the contrary, the less good the phys-
ical evidence in the UPTD BPSMB, the lower the customer satisfaction.

Reliability Variables 

The test results obtained a value of t for the reliability variable showing 
that prob. t is 0.0954> 0.05. With a significance value above 0.05, it shows 
that reliability has a non-significant effect on satisfaction. This means that 
the better the reliability in the UPTD BPSMB, the higher the customer 
satisfaction. On the contrary, the less good the reliability in the UPTD 
BPSMB, the lower the customer satisfaction.

Responsiveness Variables

The test results obtained a t value for the responsiveness variable indicat-
ing that prob. t is 0.0000 <0.05. With a significance value below 0.05, it 
shows that responsiveness has a significant influence on satisfaction. The 
better he responsiveness in the UPTD BPSMB, the higher customer sat-
isfaction will be. The more responsiveness there is in the UPTD BPSMB, 
the lower the customer satisfaction.

Assurance Variables
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The test results obtained a value of t for the variable assurance, showing 
that prob. t is 0.0081 <0.05. With a significance value below 0.05, it shows 
that assurance has a significant influence on satisfaction. This means that 
the better the assurance in the UPTD BPSMB, the higher the customer sat-
isfaction. The more guarantee that exists in the UPTD BPSMB, the lower 
the customer satisfaction.

Empathy Variables

The test results obtained a value of t for the empathy variable, indicating 
that prob. t is 0.0017 <0.05. With a significance value below 0.05, it shows 
that empathy has a significant effect on satisfaction. This means that em-
pathy in the UPTD BPSMB will result in higher customer satisfaction. On 
the contrary, the more empathetic attention there is in the UPTD BPSMB, 
the lower the level of customer satisfaction.

F-test

The results of the F test can be seen in Table 5, indicating that the prob 
value. F (Statistic) is 0.00000, which is smaller than the significance level 
of 0.05. The significance values below 0.05 indicate that together, physical 
evidence, reliability, responsiveness, assurance and concern have a posi-
tive and significant effect on customer satisfaction.

Coefficient of Determination

The coefficient of determination was used to find out how much influ-
ence the independent variables have on the dependent variable. The co-
efficient of determination is determined by the adjusted R square value. 
The regression calculation results show that the adjusted R² obtained is 
56.05 percent, meaning that customer satisfaction is influenced by physi-
cal evidence, reliability, responsiveness, assurance and concern, while the 
remaining 43.95 percent customer satisfaction is influenced by other vari-
ables not examined in this research.
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4. CONCLUSION

The effect of the number of samples, the variable calibration and the num-
ber of analysts/examiners is partially or jointly focused on the receipt of 
service fees. The effectiveness of the UPTD Laboratory for testing and 
quality control (BPSMB) Jambi, for the past ten years, namely from 2006 
to 2015, was said to be good at carrying out its duties. This is even though 
the year has declined due to existing internal and external factors. One of 
them is a limited human resource problem where the number of analysts / 
testers is limited and for the external factors, there is no legal umbrella for 
mandatory testing/calibration as well as a mandatory legal basis. This is a 
strong basis for the customers to use to test their product samples before 
the next process begins.

The laboratory used for testing and quality control (BPSMB) Jambi Prov-
ince for the last ten years, namely from 2006 to 2015, is said to be very 
efficient at realising the receipt of goods quality testing and calibration 
retribution. This is because the percentage of efficiency was equal to or 
smaller than 60 percent. The regression calculation results show that the 
adjusted R² obtained is 56.05 percent, meaning that customer satisfaction 
is influenced by physical evidence, reliability, responsiveness, assurance 
and concern. The remaining 43.95 percent of customer satisfaction is in-
fluenced by other variables not examined in this research.

REFERENCES

HALIM, A. 2008. Akuntansi Sektor Publik Keuangan daerah, Edisi keti-
ga. Salemba Empat: Jakarta
DEPARTEMEN DALAM NEGERI. 1975. Undang-Undang No 5 Tahun 
1974. Departemen Dalam Negeri
LESTARI, A. W., & FIRDAUSI, F. 2017. Peran Pemerintah Kota Batu da-
lam Mengimplementasikan Kebijakan Pembangunan Pariwisata berdasar-
kan Paradigma Pembangunan Berkelanjutan (Sustainable Development). 
Masyarakat, Kebudayaan, dan Politik. Vol. 30, No. 3: 260-265.
PRETORIUS C., PRETORIUS N. 2009. Public Financial Management 
Reform Literature Review, This report should be cited as Pretorius, C. and 
Pretorius, N. (2008) A Review of PFM Reform Literature. London: DFID



 

 

 

 

 

 

 

                      UNIVERSIDAD  
                      DEL ZULIA 
 

       

      Revista de Ciencias Humanas y Sociales 

Año 35, Especial No. 22 (2019) 
 
Esta revista fue editada en formato digital por el personal de la 
Oficina de Publicaciones Científicas de la Facultad Experimental de 
Ciencias, Universidad del Zulia.   
Maracaibo - Venezuela                                    

  

  

  

   

www.luz.edu.ve   

www.serbi.luz.edu.ve 

produccioncientifica.luz.edu.ve  

 

  

 


