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Abstract 

The aim of this research is first to determine the effect of education level on the quality of public 

services at the Faculty of Education, Manado State University. Second, to determine the influence 

of Attitude on the Quality of Public Services at the Faculty of Education, Manado State University, 

and third, to determine the influence of Education Level and Attitude together on the Quality of 

Public Services at the Faculty of Education, Manado State University. This research uses 

quantitative methods and the number of samples to be studied is 38 people. The results of this 

research are that there is a partially significant influence of education level on the quality of public 

services. This means that if a person's education level is higher, the quality of public services at 

the Faculty of Education, Manado State University will also increase. There is a partially 

significant influence of work attitude on the quality of public services at the Faculty of Education, 

Manado State University. This means that if attitude gets better, the quality of public services at 

the Faculty of Education, Manado State University will also increase. There is a significant 

simultaneous influence of the level of education and attitudes on the quality of public services at 

the Faculty of Education, Manado State University, which means that if the level of education and 

attitudes are increased, then the quality of public services at the Faculty of Education, Manado 

State University will also increase. 
 

Keywords Level of Education, Attitude, Quality of Public Services 

 

INTRODUCTION  

Decree of the Minister of State Apparatus Empowerment Number 63 of 2003, the 

definition of service is: All forms of services carried out by government agencies at the 

center, in the regions and within the State-Owned Enterprises or Regional-Owned 

Enterprises in the form of goods and/or services, both in in the context of efforts to fulfill 

community needs and in the context of implementing statutory provisions. Meanwhile, 

public services so far have in fact been service providers who have asked to be served, giving 

rise to a lot of public dissatisfaction/complaints about how complicated public services are 

in this country, such as at the Faculty of Education, Manado State University. 

As explained by Ibrahim (2008), the paradigm regarding public services so far, even 

up to the reform era, still tends to be directive in nature, and only pays attention to or 

prioritizes the interests of the leader/organization, or certain parties. As a result, the wider 

community, especially the lower classes, as parties who should receive proper services, do 

not have the right and ability to react to the management of a public service, in this case state 

administrators at various levels. 

Education can be interpreted as a human effort to increase knowledge about the natural 

surroundings. Education begins with a learning process to find out something and then 

process that information to apply it in everyday life. The learning process is not obtained 

instantly but rather through stages that ultimately achieve the expected goals. Humans will 
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be left behind without getting an education and of course will have difficulty placing 

themselves in society and then socializing with each other. Education itself concerns all 

aspects, for example relating to the economic, political, social, cultural, legal, health and 

other aspects. By pursuing education, individuals gain knowledge and skills which will later 

be useful to support the individual's own life. 

Employee performance is the result of an employee's efforts by utilizing his abilities 

in carrying out his duties. One factor that can influence employee performance is the 

employee's education level. The level of education is the final result achieved by a person 

through the formal education he has undertaken. A person's level of education can influence 

the performance that a person will get. The higher a person's level of education, the better 

that person's performance will be and vice versa (Wirawan et al., 2019) 

Apart from education level, another influencing factor is attitude. In carrying out their 

role in an organization, each employee has a variety of work attitudes and work behavior in 

the place where they work. One employee and another is not the same in appreciating their 

work attitude. Work attitude contains the positive or negative evaluation a person has about 

aspects of their work environment. Attitude is a term that reflects a person's feelings of 

pleasure, displeasure, or neutral feelings towards something. 

Based on observations made by the author at the beginning of March 2023 at the 

Faculty of Education, Manado State University, the author found problems related to the 

quality of public services, namely regarding the performance of employees who have not 

been able to provide maximum service, thus making the public/students feel dissatisfied with 

the services provided. 

Therefore, researchers are interested in conducting research with the title "The 

Influence of Education Level and Attitudes on the Quality of Public Services at the Faculty 

of Education, Manado State University". 

 

METHOD 

This type of research is quantitative approach research. The population in this study 

was the entire academic community of the Faculty of Education, Manado State University. 

The sample in this research was 38 people (consisting of 17 employees, 5 honorary workers, 

7 laboratory staff, and 8 final year students). The sampling technique used purposive 

sampling, namely taking research subjects based on predetermined criteria. The data 

collection techniques used were literature studies, interviews and questionnaires, and data 

analysis techniques used multiple linear regression. 

 

RESULTS AND DISCUSSION 

Classic assumption test 

The classical assumption test is a statistical prerequisite test that must be met when 

using linear analysis. The classical assumption test consists of the normality test, 

multicollinearity test, heteroscedasticity test, and linearity test. Test the classical 

assumptions in this research using SPSS 25.0 for Windows. The results of the classical 

assumption test for each problem formulation in this research are as follows: 
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Normality test 

The normality test aims to test the independent variable and dependent variable, 

namely Education Level (X1), Attitude (X2), and Public Service Quality (Y), whether they 

have a normal distribution or not. 

 

Normality Test Results 

One-Sample Kolmogorov-Smirnov Test 
 

 Unstandardized  

Residual 

  38 

Normal Parameters, b Mean 0.0000000 

 Std. 

Deviation 

1.54425313 

Most Extreme 

Differences 

Absolute 0.054 

 Positive 0.054 

 Negative -0.046 

Statistical Tests  0.054 

Asymp. Sig. (2-

tailed) 

 0.200c,d 

a. Test distribution is Normal.  

Calculated from data. 

 

From the results of the normality test using the Kolomogrov Smirnov method, the 

significance result of the normality test was 0.200, where the result was greater than the 

significance level of 0.05. So it can be concluded that the normality test in this study is 

normally distributed. 

 

Multicollinearity Test 

Multicollinearity testing was carried out to test whether the regression model found 

a correlation between the independent variables. To detect a multicol problem, it can be 

seen through the Tolerance and Variance Inflation Factor (VIF) values as well as the 

magnitude of the correlation between the independent variables. 
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Multicollinearity Test Results 

Coefficientsa 
 

 

 

 

Model 

Unstandardized 

 

Coefficients 

Standardize

d 

 

Coefficients 

 

 

 

Q 

 

 

 

Sig

. 

Collinearity 

 

Statistics 

B Std. 

Error 

Beta Tolerance VIF 

1 (Constant) 

 

  2,3

34 

0.0

21 

  

Education 

Level (X1)  

  8,7

72 

0,0

00 

 3,440 

Attitude (2) 

 

  3,8

02 

0,0

00 

 4,557 

        

a. Dependent Variable: Quality of Public Services (Y) 

Source: Data processed by SPSS25, 2023 

 

The table above shows that the Tolerance value for the Education Level variable is 

0.291, the Attitude variable is 0.219. For the Variance Inflation Factor (VIF) value, the 

Education Level variable has a VIF value of 3.440, the Attitude variable is 4.557. So based 

on the output on Coefficients, the model can be said to not have multicollinearity, because 

the VIF value is the opposite of the tolerance value VIF < 10. The VIF value is the opposite 

of the tolerance value (VIF = 1/TOL), the tolerance limit value that is usually used is 0.10 

or equivalent to a VIF value of 10. Thus it can be concluded that the multicollinearity test 

above does not have a multicollinearity problem. 

 

Heteroscedasticity Test 

The third classic assumption test in this research is the heteroscedasticity test. The 

results of the heteroscedasticity test can be seen in the table. 

Heteroscedasticity Test Results (Glejser Test) 

Coefficientsa 
 

 

 

 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

 

Q 

 

Sig. 

B Std. 

Error 

Beta 

1 (Constant) -

0.269 

   0.821 

Education Level (X1) 0.062    0.077 
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Attitude (2) -

0.025 

   0.402 

      

a. Dependent Variable: RES2 

Source: Data processed by SPSS25, 2023 

 

If the significance of the correlation results is less than 0.05 (5%), then the regression 

equation contains heteroscedasticity, but if the significance of the correlation results is 

greater than 0.05 (5%), then there is no heteroscedasticity or homoscedasticity problem. 

From the table above we can see that the significance value has a value greater than 0.05, 

this shows that the Education Level and Attitude variables do not show any symptoms of 

heteroscedasticity so this regression model is suitable for use to predict the Quality of Public 

Services. 

 

Linearity Test 

The aim of the linearity test is to determine whether the relationship between the 

independent variable and the dependent variable is linear or not. The criterion for testing 

linearity is that if the significance value is smaller than 0.05, then the relationship between 

the independent variable and the dependent variable is linear. The summary results of the 

linearity test are presented below: 

 

Linearity Test Results 

ANOVA Table 

 Sum of 

Squares 

 

Df 

Mean 

Square 

 

F 

 

Sig. 

Quality of 

Public 

Services 

(Y) * 

Level of 

Education 

(X1) 

Between 

Groups 

(Combined) 2398,802  133,267 36,16

6 

0,000 

Linearity 2321,324  2321,324 629,96

4 

0,000 

Deviation 

from 

 

Linearity 

 

77,479 

 

 

 

 

 

1,23

7 

 

0.244 

Within Groups 508,510     

Total 2907,312     
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ANOVA Table 

 Sum of 

Squares 

 

 

Df 

Mean 

Square 

 

F 

 

Sig. 

Quality of Public 

Services 

 

(Y) * Attitude 

(2) 

Between 

Groups 

(Combined) 2314,640  105,211 23,788 0,000 

Linearity 2200,609  2200,609 497,546 0,000 

Deviation 

from 

 

Linearity 

 

114,032 

 

 

 

 

 

1,228 

 

0.238 

Within Groups 592,672     

Total 2907,312     

Source: Data processed by SPSS25, 2023 

From the results of the linearity test in the table above, it can be seen that all variables 

have a significance value of less than 0.05 (sig>0.05), this shows that all research variables 

are linear. 

 

Regression Analysis Test 

a. Coefficient of Determination Test (R2) 

The coefficient of determination test is used to determine how much the dependent 

variable can be explained by the independent variable. 

 

Coefficient of Determination Test Results Model Summary 
 

Model  R Square Adjusted R Square Std. Error of the Estimate 

 0.934

a 

0.872   

 Predictors: (Constant), Education Level (X1), Attitude (2) 

Source: Data processed by SPSS25, 2023 

 

Based on the table above, the test results show that the magnitude of the multiple 

correlation coefficient (R), coefficient of determination (R Square), and adjusted coefficient 

(Adjusted R Square). Based on the model summary table above, it is found that the multiple 

correlation coefficient R (overall correlation coefficient) is 0.934 or 93.4%. The results in 

the table above also show that the coefficient of determination R Square is 0.872 or 87.2% 

and the coefficient of determination adjusted for Adjusted R Square (because there is more 

than one variable) is 0.870 or 87%. This means that 87% of the variation in the Quality of 

Public Services, Faculty of Education, Manado State University can be explained by 

variations in independent variables (Education Level, Attitude), while the remaining 0.13 or 

13% is explained by other factors not included in the research model. This. 
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b. Multiple Regression Test 

Multiple regression analysis is used as a tool to measure how much influence the 

independent variables have on the dependent variable. 

 

Multiple Regression Test Results Coefficientsa 
 

 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

 

Q 

 

Sig. 

B Std. Error Beta 

1 (Constant) 4,651   2,33

4 

0.02

1 

Education Level (X1) 0.509   8,77

2 

0,00

0 

Attitude (2) 0.190   3,80

2 

0,00

0 

      

a. Dependent Variable: Quality of Public Services (Y) 

Source: Data processed by SPSS25, 2023 

 

Based on the table of results obtained from the regression coefficients, a regression 

equation can be created as follows: 

Y = 4.651 + 0.509 X1 + 0.190 X2 + e 

 

The results of the regression equation above can be interpreted as follows: 

a) The regression coefficient on the Education Level variable (X1) is 0.509, which means 

that every time the value of education level increases or decreases by 1 unit and the values 

of other variables remain constant, the quality of public services will increase or decrease 

by 0.509 units. 

b) The regression coefficient on the Work Attitude variable (X2) is 0.190, which means that 

for every increase or decrease in the value of the Quality of Public Services by 1 unit and 

the values of the other variables remain constant, the Quality of Public Services will 

increase or decrease by 0.190 units. 

 

Hypothesis 

a. t Test (Partial) 

Hypothesis testing uses the t test which is used to determine whether a hypothesis is 

accepted or rejected with the conditions previously explained, it can be seen in the table as 

follows: 

H1: Education level affects the quality of public services 
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Regression Coefficient of Education Level on the Quality of Public Services 

Coefficientsa 

 

 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

 

 

t 

 

 

Sig. B Std. Error Beta 

1 (Constant) 

 

Education 

Level (X1) 

2,305 

 

0.966 

2,464 

 

0.039 

 

 

 

0.9

35 

 

24,

779 

0.351 

 

0,000 

a. Dependent Variable: Quality of Public Services (Y) 

Source: Data processed by SPSS25, 2023 

 

The results of the table above show that the significant value is 0.000 and tcount is 

24.779 with a significance level of 5% where Nk = 38-1 = 37, so we get ttable 2.042. Because 

the tcount value is 24.779 > ttable value 2.042 and the significance level is 0.000 < 0.05, 

then Ho is rejected and Ha is accepted and it can be concluded that the Education Level 

variable has a significant effect on the Quality of Public Services at the Faculty of Education, 

Manado State University. 

Simple Linear Regression: Based on the table above, it can be seen that the constant 

value for the Education Level variable is 2.305, while the Education Level coefficient value 

is 0.966. In this way, a simple linear regression equation can be created which refers to the 

formula Y = a + b1.X1, as follows: 

Y = 2.305 + 0.966 X1 

 

Information: 

Y = Quality of Public Services 

X1 = Education Level 

 

The results of the simple linear regression equation above can be interpreted as 

follows: 

a) The constant value is 2.305, meaning that if the Education Level is (0), then the Quality 

of Public Services is positive, namely 2.305. 

b) The regression coefficient value for Education Level is positive, namely 0.966, so it can 

be interpreted that for every increase in Education Level by one unit, the Quality of Public 

Services will also increase by 0.966. 

 

H2: Work attitudes influence the quality of public services 
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Regression Coefficient of Work Attitudes on the Quality of Public Services 

Coefficientsa 
 

 

 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

 

 

Q 

 

 

Sig. B Std. Error Beta 

1 (Constant) 

 

Attitude (2) 

19,555 

 

0.698 

2,053 

 

0.033 

 

 

 

9,523 

 

21,355 

0,000 

 

0,000 

a. Dependent Variable: Quality of Public Services 

Source: Data processed by SPSS25, 2023 

 

The results of the table above show that the significant value is 0.000 and tcount is 

21.355 with a significance level of 5% where Nk = 38-1 = 37, so we get ttable 2.042. Because 

the tcount value is 21.355 > ttable value 2.042 and the significance level is 0.000 <0.05, then 

Ho is rejected and Ha is accepted and it can be concluded that the Attitude variable has a 

significant effect on the Quality of Public Services at the Faculty of Education, Manado State 

University. 

Simple Linear Regression: Based on the table above, it can be seen that the constant 

value for the Attitude variable is 19.555, while the Attitude coefficient value is 0.698. In this 

way, a simple linear regression equation can be created which refers to the formula Y = a + 

b2.X2, as follows: 

Y = 19.555 + 0.698 X2 

 

Information: 

Y = Quality of Public Services 

X2 = Attitude 

 

The results of the simple linear regression equation above can be interpreted as 

follows: 

a) The constant value is 19.555, meaning that if Attitude has a value of (0), then the Quality 

of Public Services has a positive value, namely 19.555. 

b) The regression coefficient value for work attitude is positive, namely 0.698, so it can be 

interpreted that for every increase in work attitude by one unit, the quality of public 

services will also increase by 0.698. 

 

F Test (Simultaneous) 

Hypothesis testing using the F test is used to determine whether a hypothesis is 

accepted or rejected with the conditions previously explained, so it can be seen in the table 

as follows: 

H3: Education level and attitudes influence the quality of public services 
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Coefficient of Education Level, Work Attitudes towards the Quality of Public Services 

ANOVAa 
 

Model Sum of 

Squares 

Df Mean 

Square 

F Sig. 

1 Regression 

 

Residual 

2535,296 

 

372,016 

 

 

35 

845,099 

 

2,431 

347,56

6 

0,000

b 

 

Total 

 

2907,312 

 

38 

   

 Dependent Variable: Quality of Public Services (Y) 

 Predictors: (Constant), Education Level (X1), Work Attitude (2) 

Source: Data processed by SPSS25, 2023 

 

The results of the F test can be seen in the table above which shows that the 

independent/free variables (Level of Education, Work Attitudes) have a significant influence 

simultaneously on the dependent/dependent variable (Quality of Public Services), this is 

indicated by the F value obtained at 347.566 and sig. F < 5% (0.000 < 0.05) because the 

significance level is smaller than 0.05, H1 is accepted, so it can be said that the Education 

Level and Work Attitude variables have a significant simultaneous effect on the Quality of 

Public Services. Likewise, together the variables X1, X2, will have a significant effect on Y, 

if F calculated > F table. The results in the table above show a calculated F result of 347.566. 

Meanwhile, the F table is 3.055 which is obtained with a significance level of 5% where Nk 

= 38-3 = 35. This means that together the variables X1, the variables of Educational Level 

and Work Attitudes on the Quality of Public Services at the Faculty of Education, Manado 

State University simultaneously, thus the hypothesis in this research is accepted. 

 

Education level affects the quality of public services 

Based on the results of the t test, a significant value of 0.000 was obtained and tcount 

was 24.779 with a significance level of 5% where Nk = 38-1 = 37, so we obtained ttable 

2.042. Because the tcount value is 24.779 > ttable value 2.042 and the significance level is 

0.000 < 0.05, then Ho is rejected and Ha is accepted and it can be concluded that the 

hypothesis proposed by the researcher is accepted, namely that there is a positive and 

significant influence between the Education Level variable on the Quality of Public Services 

at the Faculty Manado State University of Educational Sciences. This can be caused by the 

higher a person's level of education, the higher the human resource capacity. This is also in 

accordance with research by Ratna Dewi (2016) which states that education level has a 

significant influence on employee performance. 

 

Attitudes influence the quality of public services 

Based on the results of the t test, a significant value of 0.000 was obtained and tcount 

was 21.355 with a significance level of 5% where Nk = 38-1 = 37, so we obtained ttable 1.975. 
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Because the tcount value is 21.355 > ttable value 2.042 and the 

significance level is 0.000 <0.05, then Ho is rejected and Ha is accepted and it can be 

concluded that the hypothesis proposed by the researcher is accepted, namely that there is a 

positive and significant influence between the work attitude variable on the quality of public 

services at the faculty. Manado State University of Educational Sciences. This can be caused 

because the better the attitude, the better the quality of public services. This is also in 

accordance with research by Johny U. Lesnussa (2023) which states that work attitudes have 

a significant influence on service quality. 

 

Level of Education, Work Attitudes influence the Quality of Public Services 

Based on the results of the F test, a significant value of 0.000 was obtained and fcount 

was 347.566 with a significance level of 5% where Nk = 38-3 = 35, so the ftable was 1.905. 

Because the fcount value is 347.566 > ftable value 1.905 and the significance level is 0.000 

< 0.05, then Ho is rejected and Ha is accepted and it can be concluded that the hypothesis 

proposed by the researcher is accepted, namely that there is a simultaneous and significant 

positive influence between the variables Educational Level and Work Attitude towards 

Quality of Public Services at the Faculty of Education, Manado State University. This can 

be caused by the higher a person's level of education, the higher the human resource 

capability. This is because the better a person's work attitude, the better the public services 

provided. 

 

CONCLUSION 

1. There is a significant positive influence of education level on the quality of public services 

at the Faculty of Education, Manado State University. 

2. There is a significant positive influence of work attitudes on the quality of public services 

at the Faculty of Education, Manado State University. 

3. There is a significant positive influence of education level and work attitudes on the 

quality of public services at the Faculty of Education, Manado State University. 
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