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Abstract. The police institution is one of the main pillars in the public service system 
tasked with maintaining security, order, and providing legal protection for the 
community. As public servants, the police provide various important services that 
include law enforcement through criminal case investigations, arrests of criminal 
perpetrators, and providing justice to victims. In addition, the police play a role in 
maintaining public security and order (KAMTIBMAS) through routine patrols, crowd 
control, and mediation of social conflicts to create a safe and orderly environment. 
The type of research used in this study is an associative explanatory research type, 
which aims to determine the relationship between two or more variables. This study 
aims to explain the hypothesis testing with the intention of justifying or 
strengthening the hypothesis with the hope that it can ultimately strengthen the 
theory used as a basis. In this case, it is to test the influence of service quality, public 
satisfaction, and public trust. Discriminant Validity of the measurement model with 
indicator reflection is assessed based on cross loading of measurements with 
constructs. If the correlation of constructs with measurement items is greater than 
the measurements of other constructs, then it indicates that the latent constructs 
predict the measurements in their block better than the measurements in other 
blocks. 
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1. Introduction 

The police institution is a key pillar of the public service system, tasked with maintaining 
security and order, and providing legal protection for the public. As public servants, the 
police provide a variety of essential services, including law enforcement through criminal 
investigations, arrests of perpetrators, and the provision of justice to victims. Furthermore, 
the police play a role in maintaining public order and security (Kamtibmas) through routine 
patrols, crowd control, and mediation of social conflicts to create a safe and orderly 
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environment. 

The police serve the public's needs, such as issuing Police Clearance Certificates (SKCK), 
managing crowd permits, and reporting lost property. The police are also at the forefront of 
emergency response, including responding to traffic accidents, natural disasters, and 
incidents that threaten public safety. In addition, the police traffic unit handles traffic flow 
regulation, traffic violations, and the issuance of driver's licenses (SIM) to ensure smooth 
and safe traffic flow. As part of preventive efforts, the police frequently conduct education 
and outreach to the public about the dangers of drugs cybercrime, and other relevant issues 
to raise public awareness. 

Special protection services are also provided to vulnerable groups such as children, women, 
and victims of violence through special units such as the Women and Children's Service Unit 
(UPPA). With these various services, the police not only carry out their law enforcement 
function but also build public trust and provide a sense of security through a professional, 
transparent, and integrity-based approach. Public satisfaction is one of the main indicators 
in assessing the performance of public services, including in the police sector. The police 
have a strategic responsibility to provide a sense of security, enforce the law, and serve the 
community with integrity. In this context, the Sekupang Police, as a task force implementing 
unit of the Indonesian National Police, is faced with the demand to provide quality services 
that meet public expectations. 

Customer satisfaction can be defined as a post-consumption evaluation of service quality, a 
mental state that arises after encountering a service and contrasts with previous 
experiences (Hermawan et al., 2016). Customer satisfaction is positively related to 
perceived performance (Sahuri, 2009). Along with managerial measures, satisfaction is also 
used as a standard for service performance (Salim et al., 2018). Service satisfaction is 
defined as the degree of quality of the services produced by a company, where service 
satisfaction developed internally, meaning that service quality development is determined 
by the company (Rahmawati et al., 2022). Public satisfaction is also the result of public 
opinion and assessment of the service performance provided to public service providers 
(Herliani Putri Ratnaningsih et al., 2023). 

Furthermore, the quality of police service is also a key factor in determining public 
satisfaction. Service quality is a crucial factor in determining public satisfaction. Dimensions 
of service quality, such as reliability, responsiveness, assurance, empathy, and tangibility, 
serve as benchmarks for the public in evaluating their interactions with the police. Service 
that does not meet public expectations can lead to decreased satisfaction and damage the 
image of the police institution. 

Research related to the role of service performance in customer satisfaction still leaves an 
interesting gap to analyze. Among them, research results show that service quality has a 
strong relationship in increasing customer satisfaction (Herliani Putri Ratnaningsih et al., 
2023). However, this result contradicts research that shows that service quality has no 
significant effect on customer satisfaction (Kasinem, 2020). Furthermore, the results show 
that all dimensions of e-service quality have a positive and significant effect on customer 
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satisfaction. 

satisfaction (Kurniawan & Purwanti Alwie, 2022), but this contrasts with the results of 
research (Sany Ayu Citra et al., 2021), which showed that only two dimensions of public 
service quality (empathy and reliability) significantly influenced public satisfaction. However, 
the other three dimensions of public service quality (tangible, responsiveness, and 
assurance) did not influence public satisfaction. Therefore, to explain this gap, the trust 
variable is proposed to mediate the role of service performance on public satisfaction. 

The success of the police institution depends heavily on public trust, which is the primary 
foundation for building harmonious relationships with the community. The success of a 
police sector in providing services hinges not only on technical aspects but also on its ability 
to build public trust. Public trust is a crucial element underlying the relationship between 
the police and the community. When public trust in the police institution is high, the public 
tends to be satisfied and supportive of the various programs and policies implemented. 
Conversely, low public trust can hinder the effectiveness of services and create negative 
perceptions of the police institution. 

The public's increasing critical attitude towards overseeing the provision of public services 
must be addressed by improving public service standards. Therefore, every public service 
organization is obliged to improve its standards. Low compliance with service standards 
Public disregard results in low service quality. This will sooner or later erode public trust in 
government officials. Decreased public trust is directly correlated with hampered 
investment growth (DahyarDaraba, 2021). 

2. Research Methods 

The type of research used in this study is explanatory research, which is associative in 
nature, aiming to determine the relationship between two or more variables (Sugiyono, 
2018). This study aims to explain and test hypotheses with the aim of confirming or 
strengthening the hypotheses, with the hope that this will ultimately strengthen the theory 
used as a basis. In this case, the study examines the influence of service quality, public 
satisfaction, and public trust. 

3. Results and Discussion 

3.1. Convergent Validity 

Convergent Validity From the measurement model with reflective indicators, it is assessed 
based on the correlation between item scores/component scores calculated using PLS. The 
individual reflective measure is said to be high if it correlates more than 0.70% with the 
construct being measured. However, according to Chin (1998) in Ghozali and Hengky (2015), 
for the initial research stage of developing a measurement scale for loading values. 

Discriminant Validity 

Discriminant Validity The validity of a measurement model with indicator reflection is 
assessed based on the cross-loading of measurements with the construct. If the correlation 
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of a construct with a measurement item is greater than the measurement of other 
constructs, then this indicates that the latent construct predicts the measures in its block 
better than the measures in other blocks. Another method for assessing Discriminant 
Validity is to compare the Root Of Average Variance Extracted (AVE) value of each construct 
with the correlation between the construct and other constructs in the model. If the AVE 
value of each construct is greater than the correlation value between the construct and 
other constructs in the model, then it is said to have a good Discriminant Validity value 
(Fornell and Larcker, 1981 in Ghozali and Hengky, 2015). The following is the formula for 
calculating AVE: 

Information : AVE: The average percentage of variance scores extracted from a set of latent 
variables estimated through standardized loading of its indicators in the algorithm iteration 
process in PLS: Symbolizes the standard loading factor and i is the number of indicators. 

Convergent Validity 

Convergent validity occurs when the scores obtained from two different instruments that 
cover constructs that have a high correlation. Convergent validity tests in PLS with reflective 
indicators are assessed based on the loading factor (correlation between item scores or 
baseline scores with construct scores) of the indicators that measure the construct. (Hair et 
al., 2016) suggest that the rule of thumb commonly used to make an initial check of the 
factor matrix is ₱ 30 is considered to have met the minimum level, for loading ₱ 40 is 
considered better, and for loading > 0.50 is considered practically significant. Thus, the 
higher the loading factor value, the more important the role of loading in interpreting the 
factor matrix. The rule of thumb used for convergent validity is outer loading > 0.7, 
cumulative > 0.5 and Average Variance Extracted (AVE) > 0.5 (Chin, 1995 in Abdillah & 
Hartono, 2015). Another method used to assess discriminant validity is to compare the root 
of the AVE for each construct with the correlation between the construct and other 
constructs in the model. A model has sufficient discriminant validity if the root of the AVE 
for each construct is greater than the correlation between the construct and other 
constructs in the model (Chin, Gopan & Salinsbury, 1997 in Abdillah & Hartono, 2015). AVE 
can be calculated using the following formula: 

This is a reflexive measurement model where indicators are assessed based on cross-loading 
of measurements with constructs. If the correlation between constructs is high, it indicates 
their block size is superior to other blocks. Another method for assessing discriminant 
validity is by comparing the square root of average variance extracted (AVE) values. 

3.2. Inner Model Analysis 

Inner model analysis is also known as (inner relation, structural model, and substantive 
theory), which describes the relationship between latent variables based on substantive 
theory. Inner model analysis can be evaluated using the R-square for the dependent 
construct, the Stone-Geisser Q-square test for predictive relevance, and the t-test and 
significance of the structural path parameter coefficients (Stone, 1974; Geisser, 1975). 
Evaluating the inner model with PLS (Partial Least Square) begins by looking at the R-square 
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for each dependent latent variable. The interpretation is then the same as the 
interpretation in regression. 

Changes in the R-square value can be used to assess the influence of certain independent 
latent variables on the dependent latent variable, whether they have a substantive 
influence. In addition to looking at the (R2) value, the PLS (Partial Least Square) model is 
also evaluated by looking at the Q-square value of predictive relevance for the constructive 
model. Q2 measures how well the observed values are generated by the model and its 
parameter estimates. A Q2 value greater than 0 (zero) indicates that the model has 
predictive relevance, whereas a Q2 value less than zero (0) indicates that the model has less 
predictive relevance. 

It is a specification of the relationship between latent variables (structural model), also 
called inner relation, describing the relationship between latent variables based on the 
substantive theory of the research. Without losing its general nature, it is assumed that the 
latent variables and indicators or manifest variables are on a zero-means scale and the unit 
variance is equal to one so that the location parameters (constant parameters) can be 
removed from the inner model. The resulting model is: 

y1= b1X1+ e 

y2= b1X1 + b2y1+ e 

Weight Relation, the estimation of the case values of the latent variables, inner and outer 
models provide the specifications followed in the PLS algorithm estimation. After that, the 
definition of the weight relation is required. The case values for each latent variable are 
estimated in PLS as follows: 

ξb= ΣkbWkbXkb  

η1 = ΣkiWkiXki 

Where is Wkband Wki is the kweight used to form estimates of endogenous (η) and 
exogenous (ξ) latent variables. The latent variable estimate is a linear aggregate of 
indicators whose weight values are obtained by the PLS estimation procedure as specified 
by the inner and outer models where the endogenous (dependent) latent variable is η and 
the exogenous latent variable is ξ (independent), while ζ is the residual and β and ì are the 
path coefficient matrices. 

InnerThe model is measured using the R-square of exogenous latent variables with the same 
interpretation as regression. Q-square is predictive relevance for a construct model, 
measuring how well the observed values are generated by the model and also its parameter 
estimates. A Q-square value > 0 indicates the model has predictive relevance. 

, conversely, if the Q-square value ≤ 0 indicates the model has less predictive relevance. The 
Q-Square calculation is carried out using the formula: 

Q² = 1 – (1-R1²)(1-R2²). (1-Rp²) 

Where (1-R1²)(1-R2²)......(1-Rp²) is the exogenous R-square in the equation model. Assuming 
the data is freely distributed (distribution free), the structural model of the PLS predictive 
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approach is evaluated with R- Square for endogenous (dependent) constructs, Q-square test 
for predictive relevance, t-statistic with the significance level of each path coefficient in the 
structural model. 

Model Evaluation. 

The measurement model or outer model with reflective indicators is evaluated by the 
convergent and discriminant validity of the indicators and the composite reliability for 
the indicator blocks. The structural model of the Auinner model is evaluated by 
looking at the percentage of variance explained by looking at the R² for the 
exogenous latent construct using the Stone Gaisser Q Square test and also looking at 
the magnitude of the structural path coefficient. The stability of This estimate is 
evaluated using a t-statistic test obtained through a bootstrapping procedure. 

4. Conclusion 

The police institution is a key pillar of the public service system, tasked with maintaining 
security and order, and providing legal protection for the public. As public servants, the 
police provide a variety of essential services, including law enforcement through criminal 
investigations, arrests of perpetrators, and the provision of justice to victims. Furthermore, 
the police play a role in maintaining public order and security (Kamtibmas) through routine 
patrols, crowd control, and mediation of social conflicts to create a safe and orderly 
environment. The measurement model or outer model with reflective indicators is evaluated 
by the convergent and discriminant validity of the indicators and the composite reliability for 
the indicator blocks. The structural model of the Auinner model is evaluated by looking at 
the percentage of variance explained by looking at the R² for the exogenous latent construct 
using the Stone Gaisser Q Square test and also looking at the magnitude of the structural 
path coefficient. The stability of This estimate is evaluated using a t-statistic test obtained 
through a bootstrapping procedure. 
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