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ABSTRACT 

The aim of this research is to reveal the effect of organizational culture and em-
powerment correlated to work engagement as an intervening variable in relations 
to General Bureau  quality serviceability in term of directly nor indirectly, as well 
as considering the adjusted strategy to enhance serviceability quality. This re-
search uses survey method in quantitative research. The sum of this research is 
depicted from staff members of General Bureau at The Ministry of State Secretari-
at of The Republic of Indonesia, with a sample of 76 employees. The technique in 
analyzing data used SPSS and LISREL. In the result of the research revealed that 
there is a positive direct effect between organizational culture, empowerment and 
work engagement on service quality, a positive direct effect on organizational cul-
ture and empowerment on work engagement and organizational culture on em-
powerment, and there is an indirect effect between organizational culture through 
empowerment, organizational culture and empowerment through work engage-
ment. on service quality. This result will be used as a testimony for the institution 
in order to maintain as well as elevate and expand the dimension and it’s indicator 
I order to increase service quality of General Bureau ’s staffs. Thus, can be con-
cluded that in order to generate an optimal service quality among staffs, an organ-
ization necessitates to manufacture and uplift organizational culture, empower-

ment and work bond among the staffs.  

Keywords: Organization Culture, Empowerment, Work Engagement and Service 
Quality.   
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INTRODUCTION 
 
 The Ministry of State Secretariat has a very strategic role in supporting the fluen-

cy of the duties and functions of the President and Vice President in running the gov-
ernment, which is led by the Minister of State Secretary (Ministry of State Secretariat 
of the Republic of Indonesia, 2015). In carrying out his duties, the Minister of State 
Secretary is supported by the state civil apparatus that supports administrative and pro-
tocol tasks. 

 Based on the Minister of State Secretary Regulation Number 3, 2015 about the 
Organization and Work Procedure in the Ministry of State Secretariat, one of the exist-
ing Bureaus of the State Secretariat specialized in providing support for household ser-
vices is the General Bureau. Based on observations and interviews conducted, it is 
known that there are still several problems in the General Bureau especially in the ser-
vice quality. 

Service quality is very important in creating customer satisfaction, in this case, 
the leader and all customers, both internal and external of the organization. By giving 
an optimal service, hopefully, the organization will achieve its targets and goals easier. 

 Based on previous observations and survey, problems related to the service qual-
ity are some of the services are not finish at the expected time, the employees look un-
tidy and impolite when giving the services, lack of coordination between divisions, 
unequal assignments to the employees, sometimes services are only carried out accord-
ing to operational working hours.   

This information is supported by a preliminary survey that conducted on 30 re-
spondents which found that service quality is the most dominant issue at the General 
Bureau by 27%, while the rest is affected by other factors. It is also known that there 
are some service quality indicators that are considered to be less than optimal, such as 
a display of 57% and a response to service of 57% with rarely and never categories.  

 It is known that there are several factors that are affect the service quality of 
General Bureau employees of the State Secretariat, such as work motivation, supervi-
sion, organizational culture, education and training, empowerment, work engagement, 
work environment, compensation and employee rotation. Kuldip Singh's research, en-
titled Influence of Internal Service Quality on Job Performance: A Case Study of the 
Royal Police Department, suggests that the quality of internal services is positively 
correlated with job performance. (Kuldip Singh, 2016). This study shows that the qual-
ity of internal services has a positive correlation with the police personnel perfor-
mance. 

 Dean. A. Koutroumanist, in his research entitled Leadership Paradigms, Genera-
tional Differences, And Cultural Norms and Their Effects on Service Quality in The 
Restaurant Industry, said that developing human resources will increase various as-
pects of work and employee satisfaction which is positively related to customer satis-
faction and loyalty and finally will affect organizational performance. (Koutroumanis 
& Dixon, 2018). 

 The importance of this research is because there has never been any research that 
examines service quality, especially at the General Bureau of the State Secretariat, 
which seen from the effect of organizational culture, empowerment and work engage-
ment factors. The previous researches only examined the service quality on customer 
satisfaction. In addition, the service quality of employee is important to examine, be-
cause the services given will affect the performance of the organization's internal cus-
tomers which will affect organizational performance.  

 Considering the urgency of the problem in this study, the researcher limits the 
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research to factors of organizational culture, empowerment, and work engagement 
which assumed will affect the service quality.  

 
LITERATURE REVIEW 
 
According to Groetsh and Davis, as stated by Hardiyansyah that “the quality of a 

service is a dynamic condition that is related to product, service process and its sur-
roundings which fulfills or meets beyond expectations” (Hardiyansyah, 2011). A qual-
ity is something that is related to a fulfillment or customers’ expectations.  

Lewis and Booms as stated by Fandi Tjiptono also stated that a quality service is 
defined as “how perfect a service level given could result according to customers’ ex-
pectations” (Tjiptono, 2008). Based on this concept, service quality is determined by 
the ability of an organization or institution to fulfill customers’ needs and aspiration 
based on their expectation or hope. 

In Sampara Lukman’s definition stated that the quality of a service is “an act of 
service given to customers based on service fundamentals that are improved, quick, 
accurate, hospitable according to service fundamentals standardization as a basic 
guideline in serving customers” (Lukman, 2004). In this opinion, these indicates varied 
positive guidelines and prioritizing customers’ self-satisfaction with the given service. 

In corresponding to Atep Adya Barata’s opinion “if an employee is unsatisfied, 
then you will never gain customer satisfaction” (Barata, 2014). Thus, it is essential to 
overlook the internal service quality related to the employees’ organizational interac-
tions with the accessible facility given on board. 

Referring to Zeithamal, Parasuraman and Barry in Graeme Knowls, quality in 
service is divided into 5 dimensions: 1) Tangibles – the service, physical appearance of 
the surroundings, equipment, staffs and communication flow, 2) Responsiveness – the 
ability to help customers at the right time, 3) Reliability – the agility to service in a 
professional and accurate manner, 4) Assurance – knowledge and staff’s hospitality as 
well as their ability to address their trust and confirmation, 5) Empathy – a personal 
touch and respect. (Graeme Knowls, 2011) 

Referring to the above various concepts on service quality could be synthesized 
that a service quality is a working activity of a staff correlated to a professional process 
of handing a service in order to outcome needs and expectations of a customer in the 
form of real, professional, mindfulness, assurance and empathy. Their indicators are 
appearance, amenities, frictionless (real act), accuracy, service standardization, staff’s 
ability (act of being professional), agility, service respond (being mindfulness), being 
punctual, amenity service and prioritizing customers satisfactions, hospitality and in-
discriminate (act of empathy). 

Whereas Edgar Schein stated that a culture is the form of accumulation which 
must be distributed and grasped by certain association including their behavior, emo-
tions, and cognitive as well as psychological functions in the stated association. 
(Schein, 2004) 

Joanne Martin in Luthans emphasized the perspective differences in many organ-
izations related to the culture of an organization, that is “when an individual is related 
with an organization, they are connected to physical appearance, anecdotes, regulation 
and formal procedures abide by the organization itself, formal behavior code, ritual, 
tasks, payroll system, language and quirking only understood by inner staff, etc”. 
(Luthans, 2006) 

According to Luthans, the culture of an organization has several essential charac-
teristics such as the order or regulation of behavior observation, norms, dominant val-
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ue, philosophy, and other benchmarks in the organization (Luthans, et al., 2006). This 
theory demonstrates behavior conduct which this is a part of a process when a staff is 
in the middle of interacting each other. According to Robbins, Edi Sutrisno stated there 
are ten main characteristics that are partially a key role which consists of: 1) member’s 
identity, 2) pressure faction, 3) staffs’ objectives, 4) integration unit, 5) control, 6) risk 
tolerance, 7) appraisal criteria, 8) conflict tolerance, 9) outcome orientation and 10) 
embracing new system (Sutrisno, et al., 2011). 

Corresponding to Edgar Schein, there are three phases in an organizational cul-
ture: 1) Artifact are stages seen on the surface (consists of all phenomenon which all 
man can see and hear, 2) Faith, strategic value, aim, philosophy such as freedom and 
democracy, 3) Basic Assumption, usually insensible, easily accepted, faith, perception, 
thoughts and feelings, primary assumption will somehow create organization’s self-
image and how it confronts its surroundings (Schein, et al., 2004). 

Stand on previous concepts addressed are synthesized that culture in an organiza-
tion is a system apparatus and the value created are meant to be agreed upon collec-
tively into organizational identity in sustaining stability and environment adaptation 
based on dimensions such as identity, value system and controlling system. The men-
tioned dimensions has indicators such as organization vision and mission indicators, 
symbols, routine celebration (identity), indicator, faith, norms, orientation, appraisal 
criteria, precedent guidelines, evaluation, stability and communication scheme 
(controlling system). 

Conferring to Sedarmayanti, regarding empowerment in general “it felt more 
empowering than ever before, either in authority, responsibility or the individual’s 
ability” (Sedarmayanti, et. Al, 2013). 

Bawen and Lawler in Gefagnoli defines empowerment as “sharing with front 
liners’ staff to enhance the organization to become better: information on organization-
al performance, any slight knowledge for staff to understand and make contributions 
on organizational performance, rewards based on performance and organizational 
strength to also make a decision which can affect the organizational performance and 
it’s orientation” (Gefagnoli & Vandekerckhole, 2015). 

According to Newstrom et. Al, empowerment is a sovereignty process and deci-
sion making are far bigger for staffs in every factor in affecting work outcomes 
(Riniwati, 2011). 

Khan and Sharafat claimed that “in order to empower workers or staffs, we need 
to make them acknowledge that they have a full support in decision making, to initiate 
innovation and or creativity, to communicate and sharing goals, to guide by depicting 
good samples from top managements. A person who has high confidence and wide 
knowledge are keen to be empowered”. (Gefagnoli & Vandekerckhole, 2015). 

According to Kanter, empowerment could be implemented if a person has few 
supporting conditions such as access to information, support access, source access, for-
mal strength (strengths are distributed based on the organization chart) and informal 
strength). (Gefagnoli & Vandekerckhole, 2015). 

Based from several expertise on the above empowerment, thus can be synthe-
sized that empowerment is somewhat an effort made by an institution to encourage, 
handover responsibility and partial authority in the aim to expand abilities and self – 
actualizing of an employee or staff with bearing in mind dimensions of ability, facili-
tating, teamwork collaboration and guidance. Pointers in empowerment among them 
are staff guidance, staff training, and opportunities in experiences (capability), infor-
mation and facilities availability, time management availability, confronting face-to-
face, communication (consulting), teamwork pointers between leaders and subordi-
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nates, co-worker’s collaboration (teamwork encouragement), continuous guidance, 
financial and moralistic endorsement. 

On the other hand, Hewitt commented that work connection is “an emotional in-
tellectual statement towards a company or institution which outcomes behavior and 
supporting in fulfilling customers’ needs”. Employees who are working in sincerity or 
just plain voluntary, can also be engaged in a forbidden behavior such as lack of at-
tendance, not punctual and whining (Schierman A, 2011). 

Whereas Macy and Scheneider quoted that work bondage consists of employees’ 
characteristics (able to be correlated), even a positive feeling of an employee bonds 
will arise (Schierman A., et. Al, 2011). 

William A. Scheimann defined  work bondage consists of three components: (1) 
a sense of bondage can result a positive vibe in a company or institution and the high 
level of success aura or euphoria will drive employees to work more or beyond than 
they can imagine or expect; (2) A sense or work bondage can also predict the behavior 
of an employee such as wise behavior which results in high empowerment or adaptive 
behavior such as problem solving and creative decision making can effect productivi-
ty, customer loyalty and profit making; (3) Empowerment could effect on a company’s 
actions specially deriving from a supervisor (Schierman A, Et., al, 2011). 

According to Schaufeli et. Al defines empowerment as an engagement in posi-
tive thinking, satisfactory and related to high vibes and dedication (Schaufeli et al., 
2002). 

Based on these opinions and theories among expertise, these could be synthe-
sized that work empowerment is a positive behavior which consists of strength, ability 
and employee self-empowerment (physical, emotional and intellectual) in the result of 
maximum empowerment, high commitment and active participation towards work and 
vigor dimension organization, consistent, perseverance, sustainability, enthusiasm, in-
spiring, content, seeking more challenges, high devotion in work with full concentra-
tion as well.    

Based on the literature and frameworks, the researcher formulated the hypothesis 
of the study as follows: 1) organizational culture has a positive direct effect to the ser-
vice quality of an employee, 2) empowering has a positive direct effect to the service 
quality of an employee, 3) work engagement has a positive direct effect to the service 
quality of an employee, 4) organizational culture has a positive direct effect on work 
engagement, 5) empowerment has a positive direct effect on work engagement, 6) or-
ganizational culture has a positive direct effect on empowerment, 7) organizational 
culture through empowerment has an indirect effect on service quality, 8) organiza-
tional culture through work engagement has an indirect effect on service quality, 9) 
empowerment through work engagement has an indirect effect on service quality. 

 
RESEARCH METHODS 

 
This research was conducted at the General Bureau of the State Secretariat Minis-

try of Republic of Indonesia, from 2017 to 2019. The sample population of this study 
for the Service Quality variable (Y) were all internal customers of the organization, 
namely all employees of State Secretariat Ministry other than employee of the General 
Bureau employees a total of 899 employees. The data analysis unit used as the popula-
tion for the variables of Organizational Culture (X1), Empowerment (X2) and Work 
Engagement (X3) were 307 employees of the General Bureau of the State Secretariat 
Ministry. To determine the sample, the researcher used the Slovin formula technique 
with random sampling technique. A precision level of 10% with a confidence level of 
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90%, the sample obtained for as many as 76 people. 
 

RESULTS AND DISCUSSIONS 
 
 Description of the research data result includes the descriptions of data related to 
the respondent’s characteristics and descriptions of data related to research variables. 
The Service Quality variable score was obtained from the average value of 228 re-
spondents by filling out a questionnaire with 35 questions with an average value of 76. 
The scoring is done using the Likert model for each question, where the theoretical 
range of scores on the item is between 35 and 175. Based on the calculation, the results 
are obtained for the minimum value is 100, the maximum is 171, the mean is 133, 93, 
the frequently occurring value (mode) is 129, the median value is 113, the standard 
deviation is 14, 9 and the variance is 222.062. 
 The scores for each variable were obtained from 76 respondents. For the re-
spondent's Organizational Culture variable by filling out a questionnaire with 27 ques-
tions. The scoring is done using the Likert model for each question, where the theoreti-
cal range of scores on the item is between 27 and 135. Based on the calculation, the 
results are obtained for the minimum value is 84, the maximum is 135, the mean is 
115, 62, the frequent values (mode) were 109 and 114, the median was 116, the stand-
ard deviation was 11.29 and the variance was 127.59. 
 Meanwhile, the score for the variable of respondents' empowerment filled a 
questionnaire with 33 questions. The scoring is done using the Likert model for each 
question, where the theoretical range of scores on the item is between 29 and 165. 
Based on the calculation, the results are obtained for the minimum value is 106, the 
maximum is 165, the mean is 138, 30, the frequently occurring value (mode) is 143, 
the median value is 139.50, the standard deviation is 15.753 and the variance is 
248.161. The score for the work engagement variable was obtained from the respond-
ent by filling in a questionnaire with 23 questions. The scoring is done using the Likert 
model for each question, where the theoretical range of scores on the item is between 
23 and 114. Based on the calculation, the results are obtained for the minimum value is 
82, the maximum is 115, the mean is 99, 92, the frequently occurring value (mode) is 
96, the median value is 100.50, the standard deviation is 8.434 and the variance is 
71.140 
 Testing requirements which include normality, linearity and significance tests 
are carried out before testing the hypothesis. Based on data processing using SPSS 22, 
the normality test output is shown in Table 1 below. 
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Table 1  
Normality Data Test Results with  

Kolmogorov-Smirnov dan Shapiro Wilk 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

From the table above, it shows that the model fulfills the normality assumption 
by looking at the statistical test score where the sample will be normally distributed if 
the probability is> 0.05 then H0 is accepted, but the population distribution is not 
normal if the probability then H0 is rejected. 
Furthermore, based on the ANOVA results, it is found that the calculation of f count of 
Suitable Tuna <Ftable (α = 0.05) 3.97 is shown in the table: 
 

Table 2  
Recapitulation of Linearity Test Results 

 
 
 
 
 
 
 
 
 
 

Table 3  
Recapitulation of Correlation Coefficient Calculation Results 
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No 

  
Model Regresi 

Test Statistc 
Kolomogorov 

Smirnov 
Conclusion Interpretasi 

1. Y - X1 0, 216 H0 accept 

  
Normal 

2. Y - X2 0, 107 H0 accept 

  
Normal 

3. Y - X3 0, 117 H0 accept 

  
Normal 

4. X3 - X1 0, 072 H0 accept 

  
Normal 

5. X3 - X2 0, 086 H0 accept 

  
Normal 

6. X2 - X1 0, 104 H0 accept 

  
Normal 

No Model Regresi F hitung F tabel Result 

1. Y - X1 0, 984 3,97 Linier 

2. Y - X2 0, 589 3,97 Linier 

3. Y - X3 0,896 3,97 Linier 

4. X3 - X1 2,154 3,97 Linier 

5. X3 - X2 0, 961 3,97 Linier 

6. X2 - X1 0, 961 3,97 Linier 

  
No 

  
Model Regresi 

Koefisien 
Korelasi 

  
t count 

  
t table 

Result 

1. Y - X1 0,687 8, 142 1,992 Significant 
2. Y - X2 0,680 7,967 1,992 Significant 
3. Y - X3 0,661 7,588 1,992 Significant 
4. X3 - X1 0,634 7,051 1,992 Significant 
5. X3 - X2 0,669 7,747 1,992 Significant 
6. X2 - X1 0,771 8,709 1,992 Significant 
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From the table above, it is known that tcount > t table or H0 is rejected, this means 
that the correlation between variables is significant. 

The structural relationship model is tested for the model fit or Goodness of Fit 
(GOF) model using the LISREL program package. The test was carried out by involv-
ing each indicator that forming the variable in the study, namely Organizational Cul-
ture / BO (X1)), Empowerment / PB (X2), Work Engagement / KK (X3) and Service 
Quality / KP (Y). 

Table 4 
Godnes of Fit (GOF) Table   

The table shows the goodness of the models which consist of various sizes. 
Based on several measures of model goodness, it can be seen that the model proposed 
in this study is quite good as seen from the RMSEA value which is within the specified 
limits. In general, the GFI scores show good results. Thus, it can be said that the model 
is suitable for use. 

Based on the results of the statistical test of structural equation models 1, 2 and 
3 obtained, it can be pictured as follows: 

  

  

 
 
 
 
 
 
 
 

Figure 1. Empirical Model of Structural Relationship  
Between Variables Based on the Results of Path Analysis 

 
Discussion 

 
In detail, the discussion of the results of the analysis and testing of the research 

hypothesis is explained as follows: 
 

Hypothesis Test Results on the Effects of Organizational Culture (X1) towards 

the Service Quality (Y) 

 Based on the results of the hypothesis test, it shows that organizational culture 
has a direct effect on service quality by 0.323 or 32.3%. The results of further testing 
carried out by t-test showed that the t-count was 2.852 while the t-table was 1.992 (α = 
0.05), because t-count > t-table (α = 0.05) and the value of sig. = 0.01 <α = 0.05, then 
H0 is rejected. The results of testing this hypothesis indicate that there is a positive di-
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Measurement Score Description Conclusion 

Goodness of Fit Indeks (GFI) 0,80 Expected score > 0,80 The model has good com-
patibility 

Root Mean Square Error of 
Approximation (RMSEA) 

0,046 Expected score < 0,08 The model has good com-
patibility 

 
 

X1 

X2 

X
Y 

ρ y2= 
0,261 

ρ y1= 
0,323 

ρ y3= 
0,282 

ρ32= 
0,442 

Ρ21 = 
0,711 
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rect effect of Organizational Culture (X1) on Service Quality (Y). The t-test is carried 
out to confirm that the positive direct effect of organizational culture on service quality 
is significant. 
 From the eleven indicators of organizational culture known that there are two 
indicators that need to be improved, they are the orientation indicator with a score of 
4.13. This shows that employees need more support to achieve goals and targets for 
improvement in the future. 
This indicator needs to be improved because it can contribute to the organization in 
improving service quality. Meanwhile, other indicators such as vision and mission, 
symbols, routine celebrations, beliefs, norms, award criteria, rules, evaluation, stability 
and communication patterns need to be maintained so that these indicators are well 
preserved. 
 Based on empirical evidence, the findings of this study indicate that organiza-
tional culture is a very important variable and has a positive direct influence on service 
quality. This means that the increase of organizational culture will lead to an increase 
in service quality. 

 
Hypothesis Test Results on the Effects of Empowerment (X2) towards the Service 

Quality (Y) 

 This research hypothesis, shows that empowerment has a direct effect on service 

quality. As big as 0.261 or 26.1%, with a tcount of 2.215 while ttable of 1.992 (α = 

0.05), because tcount> ttable (α = 0.05) and sig. = 0.00 <α = 0.05, then H0 is rejected. 

The results of testing this hypothesis indicate that there is a positive direct influence 

between empowerment (X2) on service quality (Y). The t-test is carried out to confirm 

that the positive direct effect of empowerment on service quality is significant. 

 From the fourteen empowerment indicators, it is known that there is one indica-

tor that needs to be improved, which is the face-view indicator with a score of 4.02. 

This shows that employees need more face-to-face opportunities in carrying out ser-

vice tasks and achieving organizational goals. 

 This indicator needs to be improved because it can contribute to the organization 

in improving service quality. Meanwhile, other indicators like educating, training, the 

need for experience, information, facilities, time, communication, leadership and sub-

ordinates, guidance, morals and finances should be maintained so that these indicators 

are well preserved. 

 Based on empirical evidence, the findings of this study indicate that empower-

ment is a very important variable and has a direct positive effect on service quality. 

This means that the increase of empowerment will improve the service quality. 

 
Hypothesis Test Results on the Effects of Work Engagement (X3) towards the 

Service Quality (Y) 

  The results of this hypothesis indicate that work engagement has a direct effect 

on Service Quality by 0.282 or 28.2%, with a tcount of 2.636, while ttable is 1.992 (α 

= 0.05), because tcount> ttable (α = 0.05). ) and the sig. = 0.00 <α = 0.05, then H0 is 

rejected. The results of this hypothesis test indicate that there is a positive direct effect 

of Job Engagement (X3) on Service Quality (Y). The t-test is carried out to confirm 

that the positive direct effect of Job Engagement on Service Quality is significant. 
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  Based on empirical evidence, the findings of this study indicate that work en-

gagement is a very important variable and has a positive direct effect on service quali-

ty. This means that the increase of working engagement will develop the service quali-

ty. 

 
Hypothesis Test Results on the Effects of Organizational Culture (X1) on Work 

Engagement (X3) 

 The results of this hypothesis indicate that organizational culture has a direct ef-

fect on work engagement by 0.320 or 32%, with a tcount of 2.709, while ttable is 

1.992 (α = 0.05), because tcount> ttable (α = 0.05) and sig = 0.00 <α = 0.05, then H0 is 

rejected which means that Organizational Culture (X1) has a positive direct effect on 

work engagement (X3). The t-test is carried out to confirm that the positive direct ef-

fect of Organizational Culture on Work Engagement is significant. 

 From the eleven indicators of organizational culture noted that there are two in-

dicators that need to be improved, namely the orientation indicator with a score of 

4.13. This shows that employees need more support to achieve goals and targets for 

improvement in the future. 

 This indicator needs to be improved because it can contribute to the organization 

in improving service quality. Meanwhile, the other indicators like vision and mission, 

symbols, routine celebrations, beliefs, norms, award criteria, rules, evaluation, stability 

and communication patterns need to be maintained so that these indicators are well 

preserved. 

 Based on empirical evidence, the findings of this study indicate that organiza-

tional culture is a very important variable and has a positive direct effect on work en-

gagement. This means that the increase of organizational culture will lead to an in-

crease in working engagement. 

 
Hypothesis Test Results on the Effect of Empowerment (X2) on Work Engage-

ment (X3) 

 The test results of this hypothesis show that empowerment has a direct effect on 

Job Engagement ¬ as large as 0.442 or 44.42%, with a tcount of 3.746, while ttable is 

1.992 (α = 0.05), because tcount> ttable (α = 0.05). ) and sig = 0.012 <α = 0.05, then 

H0 is rejected, which means that empowerment (X2) has a positive direct effect on 

work engagement (X3). The t-test is carried out to confirm that the positive direct ef-

fect of empowerment on work engagement is significant. 

 From the fourteen indicators of empowerment, it is known that there is one indi-

cator that needs to be improved, namely the face-view indicator with 4.02 score. This 

shows that employees need more face-to-face opportunities in carrying out service 

tasks and achieving organizational goals. 

 This indicator needs to be improved because it can contribute to the organization 

in improving service quality. Meanwhile, other indicators like educating, training, the 

need for experience, information, facilities, time, communication, leadership and sub-

ordinates, guidance, guidance, morals and finances so that they are maintained so that 

these indicators are well preserved. 
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 Based on empirical evidence, the findings of this study indicate that empower-

ment is a very important variable and has a positive direct effect on work engagement. 

This means that the increase of empowerment will lead to an increase in work engage-

ment. 

 

Hypothesis Test Results on the Effect of Organizational Culture (X1) on Empow-

erment (X2) 

 The test results of this hypothesis indicate that Organizational Culture has a di-

rect effect on empowerment by 0.711 or 71.1%, with a tcount of 8,709, while ttable is 

1.992 (α = 0.05), because tcount> ttable (α = 0.05) and the sig = 0.012 <α = 0.05, then 

H0 is rejected, which means that Organizational Culture (X1) has a positive direct ef-

fect on empowerment (X2). The t-test is carried out to confirm that the positive direct 

effect of organizational culture on empowerment is significant. 

 From the eleven indicators of organizational culture, it is known that there are 

two indicators that need to be improved, namely the orientation indicator with 4.13 

score. This shows that employees need support to achieve goals and targets for im-

provement in the future. 

 This indicator needs to be improved because it can contribute to the organization 

in improving service quality. Meanwhile, the other indicators like vision and mission, 

symbols, routine celebrations, beliefs, norms, award criteria, rules, evaluation, stability 

and communication patterns need to be maintained so that these indicators are well 

preserved. 

 Based on empirical evidence, the findings of this study indicate that organiza-

tional culture is a very important variable and has a positive direct influence on em-

powerment. This means that the increase of the organizational culture will increase the 

empowerment. 

 

Hypothesis Test Results on the Effect of Organizational Culture (X1) on Service 

Quality (Y) through Empowerment (X2) 

 In the results of this study using the Sobel Test calculation and obtained a z value 

of 2.156. Because the z score obtained is 2.156> 1.96 (absolute z value) with a signifi-

cance level of 5%, it proves that empowerment is able to mediate the influence rela-

tionship between organizational culture on the service quality of employees at the Gen-

eral Bureau of the State Secretariat. 

 Based on the results of the hypothesis test, it shows that organizational culture 

has a direct effect on service quality by 0.323 or 32.3%. 

 From the eleven indicators of organizational culture, it is known that there are 

two indicators that need to be improved, namely the orientation indicator with 4.13 

score. This shows that employees need support to achieve goals and targets for im-

provement in the future. 

 This indicator needs to be improved because it can contribute to the organization 

in improving service quality. Meanwhile, vision and mission, symbols, routine celebra-

tions, beliefs, norms, award criteria, rules, evaluation, stability and communication pat-
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terns need to be maintained so that these indicators are well preserved. 

 Related to the reality in the field, the researcher argues that even though the or-

ganization has procedures and mechanisms for managing empowerment, as stated by 

the experts above, including in making policies related to empowerment by consider-

ing the needs of employees, there are still gaps as seen in the description of the results 

data. research. Evidence that the Ministry of State Secretariat has empowerment is by 

holding education and training which are held regularly every year, and employees are 

given the opportunity to participate. 

 Based on empirical evidence, the findings of this study indicate that organiza-

tional culture affects service quality through empowerment of employees at the Gen-

eral Bureau, the Ministry of State Secretariat. This means that the increase of organiza-

tional culture will improve the service quality through empowerment. 

 

Hypothesis Test Results on the Effect of Organizational Culture (X1) on Service 

Quality (Y) through Work Engagement (X3) 

 In the results of this study using the Sobel Test calculation and obtained a z value 

of 2.473. Because the z value obtained is 2.473> 1.96 (absolute z value) with a signifi-

cance level of 5%, it proves that work engagement is able to mediate the influence re-

lationship between organizational culture on service quality of employees at the Gen-

eral Bureau of the National Secretariat. 

 From the eleven indicators of organizational culture, it is known that there are 

two indicators that need to be improved, namely the orientation indicator with 4.13 

score. This shows that employees need support to achieve goals and targets for im-

provement in the future. 

 This indicator needs to be improved because it can contribute to the organization 

in improving service quality. Meanwhile, the other indicators; vision and mission, 

symbols, routine celebrations, beliefs, norms, award criteria, rules, evaluation, stability 

and communication patterns need to be maintained so that these indicators are well 

preserved. 

 Based on the results of the hypothesis test, it shows that organizational culture 

has a direct effect on service quality by 0.323 or 32.3%. The results of this study are 

also supported by Jay Romans and Jeff Tobaben with the title Our Take: Building Cul-

tures Work Engagement, explaining that the key to work engagement is the top team. 

Effective leaders are constantly looking for new ways forward. They have the principle 

of rebuilding the path that will motivate and capture the energy from them needed for 

success which in turn will improve the performance and quality of service for employ-

ees (Romans & Tobaben, 2016). 

 Based on empirical evidence, the findings of this study indicate that there is an 
indirect influence between organizational culture on service quality through work en-
gagement with employees at the General Bureau, the Ministry of State Secretariat. 
This means that the increase of organizational culture will improve the service quality 

through work engagement.  
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Hypothesis Test Results of the Effect of Empowerment (X2) on Service Quality 

(Y) through Work Engagement (X3) 

 In the results of this study using the Sobel Test calculation and obtained a z value 

of 2.500. Because the z value obtained is 2,500> 1.96 (absolute z value) with a signifi-

cance level of 5%, it proves that work engagement is able to mediate the influence re-

lationship between organizational culture on the service quality of employees at the 

General Bureau of State Secretariat 

 From the fourteen indicators of empowerment, it is known that there is one indi-

cator that needs to be improved, namely the face-view indicator with 4.02 score. This 

shows that employees need more face-to-face opportunities in carrying out service 

tasks and achieving organizational goals. 

 This indicator needs to be improved because it can contribute to the organization 

in improving service quality. Meanwhile, other indicators; educating, training, the need 

for experience, information, facilities, time, communication, leadership and subordi-

nates, guidance, guidance, morals and finances so that they are maintained so that 

these indicators are well preserved. 

 Related to the reality in the field, the researcher argues that even though the or-

ganization has a mechanism to encourage work engagement, as stated by the experts 

above, including in making policies related to work engagement, there are still gaps as 

seen in the description of the research data. Evidence that the State Secretariat Ministry 

has a mechanism to encourage good work engagement, the State Secretariat Ministry 

has provided employees with opportunities to develop themselves through education 

and training held, this is one of the empowerment efforts carried out by the organiza-

tion. 

 Based on empirical evidence, the findings of this study indicate that there is an 

indirect influence between empowerment on service quality through work engagement 

with employees at the General Bureau, the Ministry of State Secretariat. This means 

that the increase of the empowerment will improve the service quality through employ-

ee engagement. 

 

CONCLUSION 

 

 Organizational culture has a direct positive effect on service quality, meaning 

that if the organizational culture increases, it is predicted that service quality will also 

increase. Empowerment has a positive direct effect on service quality, means that if 

empowerment increases, it is predicted that service quality will also increase. Work 

engagement has a direct positive effect on service quality, means that if work engage-

ment increases, it is predicted that service quality will also increase. Organizational 

culture has a direct positive effect on work engagement, means that if organizational 

culture increases, it is predicted that work engagement will also increase. Empower-

ment has a direct positive effect on work attachments, means that if empowerment in-

creases, it is predicted that work attachments will also increase. Organizational culture 

has a direct positive effect on empowerment, means that if empowerment increases, it 
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is predicted that work attachments will also increase. Organizational culture has a di-
rect positive effect on empowerment, means that if empowerment increases, it is pre-

dicted that work attachments will also increase. Service quality has an indirect effect 
on organizational culture through empowerment, empowerment, means empowerment 
is able to mediate the influence of organizational culture on service quality. Service 

quality has an indirect effect on organizational culture through work engagement, 
meaning that work engagement is able to mediate the influence of organizational cul-
ture on service quality. Service quality has an indirect effect on empowerment through 

work engagement, meaning that work engagement is able to mediate the influence of 
organizational culture on service quality. 
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