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Abstract 

This study aims: (1) to analyze the effect of infrastructure and supervision on employee performance and 
public service quality to examine the impact of employee performance on public services quality, and (2) 
to analyze the effect of infrastructure and supervision on the quality of public services through the 
implementation of employees in Bantaeng District, Bantaeng Regency. This research type is descriptive 
quantitative with a sample of 96 employees with data collection techniques through field research and 
literature. Data analysis used is path analysis (Path Analysis). The results of this study indicate that: (1) 
infrastructure and supervision have a positive and significant effect on the performance of the employees 
themselves in Bantaeng district, (2) facilities and infrastructure have a positive and significant impact on 
the quality of public services in the sub-district of Bantaeng district, (3) supervision has a positive but 
insignificant effect on the quality of public services in the Bantaeng district, (4) employee performance has 
a positive and significant impact on the quality of public services in Bantaeng district, and (5) infrastructure 
and supervision have a positive and significant effect on the quality of public services through the 
performance of employees in Bantaeng district. 
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1. Introduction 
Various types of developmental demands that must be faced by officials or employees who work in the field of 
government increasingly get the top priority by the government. This condition can be seen through various training 
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activities that are deliberately held to improve the quality of employee performance in general and the quality of 
service to the public (public service) as a servant of the state. Government officials or employees as the primary tool 
are very strategic and assertive. Therefore, every employee is a servant of the state who supports creating public 
services to fulfill the fundamental and civil rights of every citizen of goods, public services, and administrative 
services. 
 
The quality of employee performance can be seen in knowledge derived from their intelligence and thinking power 
and skills and abilities, including loyalty, discipline, cooperation, and responsibility for their work. Simultaneously, 
the quality of public services will appear in the attitudes and actions provided by employees in handling complaints 
and resolving administrative requirements according to the community's demands. Human resources as employees are 
human elements in government as planners and implementers, and controllers who always have an active role in 
realizing government objectives. Human resources are agents who support goals, have thoughts, feelings, and desires 
that can influence behavior towards their responsibilities. Things that can affect human resources to improve the 
quality of work and the quality of public services are infrastructure and surveillance facilities. 
 
The existence of infrastructure facilities in supporting activities and completing responsibilities for an employee's 
duties and supporting the quality of service will be the community's needs. In short, infrastructure facilities are 
facilities that support employees in completing their tasks or work and support to provide services to the community. 
Infrastructure facilities can be buildings, rooms, computers, prints, seating, and others. Furthermore, supervision is 
conducted through monitoring conducted by the head or head of the agency and inspections undertaken by related 
parties on the quality of employee work and the quality of public services provided and received by the public. 
Mangkunegara (2015), in his writings, argues that an employee's performance is the result of the quality and quantity 
of work achieved by an employee by carrying out the task that has been given to him. The quality of employee 
performance is based on human resources. If competent, then public services will run smoothly.  
 
Furthermore, to support public services to the community, adequate infrastructure must be needed. Moenir (2015) 
states that infrastructure facilities are all types of equipment, work equipment, and facilities that serve as the primary 
tools/assistants in the implementation of work and the context of interests related to the organization of work. The 
village office is one of the local government's foundations that is very helpful to the community in the needs of letters 
or administrative issues such as business certificates and recommendations for identity cards and family cards. 
Besides, the village also assists in distributing foodstuffs or the task of resolving disputes that occur in the surrounding 
community. Therefore, the quality of human resources owned by the town must be competent and go hand in hand 
with the community's quality of public services. The realization requires infrastructure facilities that support and 
support and supervision in the form of monitoring and inspection to achieve the goals set. 
 
Aspects of infrastructure, supervision, quality of work of employees, and public services each have a relationship. 
They are the main points and tasks/responsibilities commonly found in village offices' daily activities. They are the 
completeness of infrastructure facilities still inadequate, and completeness data of infrastructure facilities obtained. 
Yet lack of chairs and work desks, technological equipment such as computers/laptops and print media, and others 
can affect employees' work and the quality of public services to the public. This study will describe the infrastructure 
and supervision facilities needed by employees to support the quality of employee performance and the quality of 
public services to the community. 
 
2. Literature Review 
In the Regulation of the Minister (No.7: 2006) discussing the Standard of Facilities Infrastructure or Work facilities 
of the Local Government in article 1 also explains that office work facilities are facilities that directly have serves as 
a support for the implementation process of local government in achieving the specified facilities, including office 
space, work equipment, and official vehicles. Simultaneously, the workplace infrastructure is a facility that does not 
directly serve to support the implementation of a work process device in improving performance by its duties and 
responsibilities, such as office buildings, office buildings, and office houses. Infrastructure is needed in forever or 
permanently activities such as buildings, fields, hall buildings, and so on in an organization or company. 
 
The dominant influence of available infrastructure facilities can support employees' performance from education and 
training (Mardiah, 2003; Nuraini et al., 2019; Umanailo, 2020, 2019). Previous research also stated that the work 
environment has a dominant effect on employee performance (Didi Hartono, 2014). Notwithstanding this, this 
research is based on these relationships. Hypotheses can be made as follows: 

Proceedings of the International Conference on Industrial Engineering and Operations Management 
Sao Paulo, Brazil, April 5 - 8, 2021

© IEOM Society International 3056



 
Supervision of the work carried out can affect work productivity (Widi Yuliani, 2015). The effect of control applied 
to the office or company on employees' or employees' performance is undeniable as in research that compares the 
influence of supervision and work experience on employee performance, showing the study results that supervisory 
variables have a more significant effect on employee performance (Situmeang, 2017; Mu’adi et al., 2020; Nawawi et 
al., 2020). Furthermore, based on the concept built from the previous research, hypotheses can be made as follows: 
 
Infrastructures mean all equipment, work equipment, and facilities as the primary tool/assistant on the implementation 
of the work and in the context of interests related to the organization of work. The understanding explained by Moenir 
shows that facilities and infrastructure are various tools used in an activity. It includes providing services for those 
who need it, either as a support tool or, most notably / significantly. Still, both offer benefits to creating and achieving 
goals that want to be completed (Moenir, 2015). Research that has been conducted by taking variable infrastructure 
facilities on service performance does not show a significant influence (Friska and Rudi, 2017). This makes 
researchers interested in being proven by raising the hypothesis as follows: 
 
Public service is a service provided by the government to the community. As a public service provider, the government 
must serve or meet the community's needs by their expectations because of good service and quality that will be used 
as a benchmark in determining the success of a government agency. A study that uses great motivation and supervision 
variables can positively and significantly influence the performance of services. (Anjani and Sugi, 2017). Based on 
this can be built hypotheses as follows:  
 
Performance measures are seen in terms of specific amounts and qualities by the organization's standards or company. 
The form can be tangible (can be arranged by measuring instrument or standard) or intangible (cannot be determined 
by measuring instruments or means), depending on the form and process of successful implementation. Employees' 
performance in an institution is determined by several factors and conditions that come from within the employee or 
come from outside the employee. Excellent services should be provided to the broader community or the public. 
Previous research using employee performance variables based on individual competencies, organizational support, 
and management support affect public services quality (Bismawati, 2016).  Based on this, hypotheses can be made as 
follows: 
 
Public services conducted by the bureaucracy are one form of the state apparatuses functions as a public servant and 
a public servant. Public service is all service activities carried out by public service providers to meet general needs 
and implement statutory provisions. 
 
The quality of public service will come at the satisfaction felt by those who need it. Previous studies have found that 
one factor in the quality of public services that affect satisfaction is physical or infrastructure evidence, namely 
physical facilities, equipment, and other physical infrastructure services. Indicators: (a) service support equipment; 
(b) location; (c) neatness and appearance of the apparatus; (d) proprietary information media. (Linda Nur Susila, 
2010). Based on this, the following hypotheses can be created: 
 
Public services aim to satisfy the community. To achieve that satisfaction, the demand for excellent service quality is 
transparency (open), accountability (responsibility), conditional (ability), participatory (community participation), 
equal rights, and obligations. Besides, excellent service can run smoothly if supported by good supervision from 
supervisors and direct leaders and employees' ability to carry out tasks. Previous research has shown that surveillance 
does not affect other words and insignificant to public services, while employees' ability to influence public assistance 
positively and significantly (Agusti Wulandari, 2016). Based on this, researchers are interested in proving it by 
proposing the following hypothesis: 
 
3. Methods 
This research uses a descriptive quantitative approach with path analysis techniques. This research was conducted 
with civil servants (civil servants) in the Bantaeng subdistrict. The research sample as many as 96 people who are civil 
servants (civil servants). Data collection techniques by conducting field research through observation and circulating 
questionnaires and literature research. 
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This study's variables were measured using a scale range of 1-5, meaning the number 1 (one) indicates strongly 
disagreed and a scale of 5 (five) indicates strongly agreeing with the questionnaire statement. The statements in the 
questionnaire are constructed from the following concepts: 
 
Employee Work (Y1) is an activity carried out effectively and efficiently by employees according to their ability that 
can be assessed to meet qualitative requirements of the demands of their work to achieve the expected results. The 
indicators are Knowledge, Ability (skill), and Abilities (Matutina, 2013). 
 
Public Service Quality (Y2) is a dynamic condition associated with services, people and processes, and environments 
in which quality assessment is determined at the time of public service. The indicators are attitude and action. (Gasperz 
(2011) and Zeitmall in Hardiansyah (2015). 
 
Infrastructure facilities (X1) are physical and non-physical formations available and can be used by employees. The 
indicators are buildings, rooms, office equipment, health, and safety (Sri Mulyani (2012) and Hasibuan (2015) 
Supervision (X2) is the activity or act of observation/monitoring evaluating results that have been done. The indicators 
are determining work standards, measurement of work results, and corrective or corrective actions. (Handoko, 2015). 
 
4. Results and Discussion 
This study uses path analysis to test the path construct or not empirically. Ghozali (2013) states that path analysis is 
an extension of multiple linear analysis, or path analysis uses regression analysis to estimate causal relationships 
between predetermined variables (causal models) based on theory. This analysis is also done to find the direct and 
indirect effects of independent variables on dependent variables. The data in this study will be processed using the 
Statistics Package for Social Sciences (SPSS) program. Describing the relationship between variables using path 
analysis, they must design a path diagram (path diagram). Wherein the chart of the path sub-structure, I (first) will 
describe the variables of infrastructure facilities (X1) and variables supervision (X2) to employee performance variables 
(Y1). While the diagram of the substructure line II (second) will describe the variables of infrastructure facilities (X1) 
and supervisory variables (X2) against the variables of public service quality (Y2), then the employee performance 
variable (Y1) to the public service quality variable (Y2). The test results of the path diagram using the help of the 
Statistical Package for Social Sciences (SPSS) program are presented as follows: 
 

Table 1. Results of Analysis of Substructure Path I (first) 
Coefficients 

Model 
Unstandardized Coefficients 

Standardized 
Coefficients 

t Sig B Std. Error Beta 
1 (Constant) 24.837 1.765  14.074 .000 

X1 .221 .067 .246 3.321 .001 
X2 .509 .060 .628 8.486 .000 

a. Dependent Dari Variable Y1     
Source: Primary data processed 2019 

 
Table 2. Result of Coefficient of Determination of Substructure Line I (first) 

Model Summary 

Model R R-Square 
Adjusted R-

Square 
Std. An error of 

the Estimate 
1 .709a .503 .492 2.539 
a. Predictors: (Constant), X2, X1  

Source: Primary data processed data 2019 
 
Based on the equation of the path of sub-structure I (first) above can be given an overview or described as follows: 
ρ1 = 0.246, which explains that infrastructure facilities (X1) influence and positively affect employees' performance 
(Y1). If infrastructure facilities (X1) increase by 1 point, then employees' performance (Y1) will increase by 0.246. 
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This means that the better the infrastructure, the better the understanding of employees; ρ2 = 0.628, which describes 
that supervision (X2) positively influences employee performance (Y1). If management (X2) increases by 1 point, then 
employees' performance (Y1) will increase by0.628. This means that the supervision of employees will also be better; 
The significance value of infrastructure facilities (X1) to employee performance (Y1) is 0.001, and the importance of 
supervisory significance (X2) to employee performance (Y1)is 0.000. This shows that infrastructure and supervision 
facilities significantly impact employee performance with a significant value of less than 0.050; R square = 0.503 is 
a coefficient of determination that describes that infrastructure facilities (X1) and supervision (X2) contributed 0.503 
or 50.3% to employee performance (Y1), while the rest was influenced by other variables not studied or included in 
this study. 

 
Table 3. Results of Analysis of Substructure Path II (second) 

Coefficients 

Model 
Unstandardized Coefficients 

Standardized 
Coefficients 

t Sig B Std. Error Beta 
1 (Constant) 58.590 3.936  14.888 .000 

X1 .226 .089 .252 2.549 .012 
X2 .185 .101 .229 1.840 .069 
Y1 .609 .131 .610 4.657 .000 

a. Dependent Variable: Y2 
Source: Primary data processed in 2019 

 
Table 4. Results of Analysis of Coefficient of Determination of Substructure Line II (second) 

Model Summary 

Model R R-Square 
Adjusted R-

Square 
Std. An error of the 

Estimate 
1 .463a .214 .189 3.200 
a. Predictors: (Constant), Y1, X1, X2  

Source: Primary data processed in 2019 
 
Based on the equation of the path of sub-structure II (second) above can be given an overview or described as follows: 
ρ1 = 0.246, which explains that infrastructure facilities (X1) positively affect public services quality (Y2). It can be said 
that the infrastructure will affect the quality of public services (Y2) by 0.252. This means that the better the 
infrastructure, the better the quality of public services provided; ρ2 = 0.610, which describes that employee 
performance (Y1) positively affects public services quality (Y2). If the performance of employees (Y 1) increases by 1 
point, then the quality of public services (Y2) will increase by 0.610. This means that the better the supervision, the 
better the quality of public services; ρ3 = 0.229, which describes that leadership (X2) positively affects public services 
quality (Y2). If supervision (X2) increases by 1 point, then the quality of public services (Y2) will increase by 0.229. 
This means that the better the control, the better the quality of public services; The significance value of infrastructure 
facilities (X1) to the quality of public services (Y2) amounted to 0.012, the value of the importance of supervision (X2) 
to the quality of public services (Y2) amounted to 0.069. The value of the significance of employee performance (Y 1) 
to the quality of public services(Y2) amounted to 0.000. This shows that infrastructure facilities and employee 
performance significantly impact employee performance with a significant value of less than 0.050. In comparison, 
supervision does not considerably influence public services' quality with a substantial value greater than 0.050; R 
square = 0.214 is a coefficient of determination that describes that infrastructure facilities (X1), supervision (X2), and 
employee performance (Y1) contributed 0.214 or 21.4% to the quality of public services (Y2). Simultaneously, the rest 
was influenced by other variables not studied or included in this study. 
 
After presenting the data analysis results above, it is time to give a hypothesis test, including direct influence and 
indirect effect in this section. For more details, the hypothesis test can be seen in the following table: 
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Table 5. Hypothesis Test Results 

Hypothesis Direct influence 
(direct) Sig. Indirect Influence Info. 

Substructure Path Equation I (first) 
X1 to Y1 (H1) 
X2 to Y1 (H2) 

0,246 
0,628 

0,000 
0,001 

 Accepted 
Accepted 

Substructure Path Equation II (second) 
X1 to Y2 (H3) 
X2 to Y2 (H4) 
Y1 to Y2 (H5) 

0,525 
0,229 
0,610 

0,012 
0,069 
0,000 

 Accepted 
Rejected 
Accepted 

X1 to Y2 
through Y1 (H6) 
X2 to Y2 
via Y1 (H7) 

  
 

(0,246 x 0,610) = 
0,150 

(0,628 x 0,610) = 
0,383 

Accepted 
 

Accepted 

Source: SPSS 16 output results processed in 2019 
 
Based on the table above, it can be known that the hypothetical test results in this study are presented as follows: 
The results of hypothesis 1 in the table showed that the direct influence for infrastructure variables (X1) on employee 
performance (Y1) was visible at 0.246 and was positive with a significance of 0.000. Thus, the infrastructure is positive 
and significant to employees' performance, so that the first hypothesis (H1) is accepted. 
 
The results of hypothesis 2 of the table showed that the direct influence value for surveillance variables (X2) on 
employee performance (Y1) was 0.628 and was positive with a significance of 0.001. In other words, positive and 
significant supervision on employee performance so that the second hypothesis (H2) is accepted. 
 
The results of hypothesis 3 in the table showed that the direct influence value for infrastructure variables (X1) on the 
quality of public services (Y2) was visible at 0.525 and was positive with a significance of 0.012. Thus, the 
infrastructure is positive and significant on the quality of public services so that the third hypothesis (H3) is accepted. 
The results of hypothesis 4 in the table showed that the direct influence value for surveillance variables (X2) on the 
quality of public services (Y2) was visible at 0.229 and was positive with a significance of 0.069. Thus, supervision 
has a positive but insignificant influence on public services quality, so the fourth hypothesis (H4) is rejected. 
 
The results of hypothesis 5 in the table showed that the direct influence value for employee performance variables 
(Y1) on the quality of public services (Y2) was visible at 0.610 and was positive with a significance of 0.000. Thus, 
employees' performance is positive and significant on the quality of public services, so that the fifth hypothesis (H5) 
is accepted. 
 
The hypothesis 6 results show that the influence of infrastructure facilities (X1) on the quality of public services (Y2) 
through employee performance (Y1) obtained from the multiplication of the value of influence X1 to Y1 with the value 
of influence Y1 to Y2 produces an influence value of 0.150. Thus, the infrastructure is positive and significant on the 
quality of public services through employees' performance so that the sixth hypothesis (H6) is accepted. 
 
The hypothesis 7 results showed that the influence of supervision (X2) on quality of public services (Y2) through 
employee performance (Y1) obtained from multiplication between the value of influence X2 to Y1 with the value of 
influence Y1 to Y2 resulted in an influence value of 0.383. Thus, positive, and significant supervision on the quality of 
public services through employee performance so that the seventh hypothesis (H7) is accepted. 
 
5. Conclusion 
Based on these findings, researchers can conclude several things regarding employee performance and quality of 
public services. First, infrastructure and supervision facilities have a positive and significant effect on employee 
performance. Second, infrastructure has a positive and significant impact on the quality of public services, but the 
variable supervision does not positively affect public services quality. Third, the indirect influence provided by 
infrastructure and leadership through employee performance on public services' quality looks good. To maintain and 
improve the quality of public services, they must need infrastructure facilities, supervision, and employees' 
performance. 
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