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ABSTRACT

A. Maulana (2025). The Effect of the Online Public Complaint Service on Emplovee
Performance: The Moderating Role of Digital Adaptability at DPMPTSP
Banjarmasin City. Advisor: Dr. Abdurrahman Sadikin, SE., MM, CRP

The advancement of information technology has compelled government
institutions to transform their services to become faster, more transparent, and more
efficient. One such initiative is the implementation of the Online Public Complaint
Service at DPMPTSP (Investment and One-Stop Integrated Service Agency) of
Banjarmasin City. This study aims to determine the effect of the online complaint
system on employee performance and to examine the moderating role of digital
adaptability in that relationship.

This research emploved a quantitative method with an explanatory
approach. Data were collected through questionnaires and documentation, with a
sample of 52 employees. The data were analvzed using descriptive statistics,
validity and reliability tests, classical assumption tests, multiple linear regression
analysis, and moderation analysis to determine the effect between variables.

The results show that the Online Public Complaint Service has a significant
impact on employee performance. Furthermore, digital adaptability significantly
moderates this effect, indicating that employees with higher digital adaptability can
optimize the benefits of online services more effectively. This study implies the
importance of strengthening digital competencies and continuously improving
online-based complaint systems to enhance bureaucratic effectiveness in the digital
era.

Keywords: Online Complaint. Employee Performance, Digital Adaptability, Public
Service, DPMPTSP Banjarmasin.
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ABSTRAK

A. Maulana (2025). Pengaruh Pelayanan Online terhadap Kinerja Pegawai dengan
Adaptabilitas Digital scbagai Variabel Moderasi pada DPMPTSP Kota
Banjarmasin. Pembimbing: Dr. Abdurrahman Sadikin, SE., MM, CRP

Perkembangan teknologi informasi mendorong instansi pemerintah untuk
bertransformasi dalam memberikan pelayanan yang lebih cepat, transparan, dan
cfisicn kepada masyarakat. Salah satu upaya terscbut diwujudkan mclalui layanan
Pengaduan Online Rakyat di DPMPTSP Kota Banjarmasin. Penelitian ini bertujuan
untuk mengetahui pengaruh penerapan pengaduan online terhadap kinerja pegawai,
serta melihat peran adaptabilitas digital sebagai variabel moderasi dalam hubungan

terscbut.

Penclitian ini menggunakan metode kuantitatif dengan pendekatan
explanatory research. Teknik pengumpulan data dilakukan melalui penycbaran
kuesioner dan dokumentasi, dengan sampel sebanyak 52 pegawai. Data dianalisis
menggunakan statistik deskriptif, uji validitas dan reliabilitas, uji asumsi klasik,
serta uji regresi berganda dan uji moderasi untuk mengetahui pengaruh antar

variabel.

Hasil penclitian menunjukkan bahwa layanan Pengaduan Online Rakyat
berpengaruh signifikan terhadap kinerja pegawai. Sclain itu, adaptabilitas digital
terbukti memoderasi pengaruh tersebut sccara signifikan, yang berarti semakin
tinggi kemampuan adaptasi digital pegawai, maka semakin optima! pula. dan_1pal€
pelayanan digital terhadap kinerja mercka. Penclitian i_ni memberikan |mpl|ka§|
bahwa peningkatan kompetensi digital dan penguatan sistem pcn.ga.duan t.>cfbasxs
online perlu terus dilakukan untuk menunjang cfektivitas birokrasi di era digital.

Kata Kunci: Pengaduan Online, Kinerja Pegawai, Adaptabilitas Digital, Pelayanan
Publik. DPMPTSP Kota Banjarmasin.
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