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Abstract 

The study's objective is to glean participants' perspectives on 

administrative ethics' effect on service quality. This research 

combined quantitative and associative approaches. The technique 

used is called "saturated sampling," and it requires determining 

whether or not the sample can include every member of the 

community. The information utilized in this analysis was gathered 

using a combination of in-person interviews, online surveys, and 

direct observation. Simple linear regression analysis was employed 

to examine the data, and SPSS 24.0 was the software of choice for 

this task. Results from a test of the hypothsesis that "administrative 
ethics (X) has a positive influence on service quality" are consistent 

with the research's result that ethics in administration has a 

positive effect on service quality (Y). This can be seen by comparing 

the values of tcount and ttable; tcount is greater by 10,696. 

Introduction 

The government develops agencies, which are made up of teams of personnel recruited in line 

with the rules that have been established, in order to carry out the commitments of the state and 

deliver great public services (French et al., 2020). For any government organization to be 

successful, it is vital that all of its owned and controlled human resources be used in an effective 

and efficient manner (Zhang et al., 2020). In order to assist the company in accomplishing its 

goals, the personnel resources must act at a professional level (Karatepe et al., 2019). This 

includes adhering to the requirements of administrative ethics and offering service of the 

highest possible quality (de Tran et al., 2020). It is one of the most important things that must 

be owned since administrative ethics in service quality is essential for those who will manage 

and develop new documents for the benefit of people who will carry out these services 

(Gallardo-Gallardo et al., 2020). There is still room for advancement in the field of 

administrative ethics, particularly with regard to the quality of services that are provided to the 

general public (Ramos-Morcillo et al., 2020). This is due to the fact that some organizations 

only make the barest of efforts to examine the impact that their policies and procedures have 

on members of the community (Greckhamer et al., 2018). Consequently, there is still room for 

advancement in the field of administrative ethics (Vallaster et al., 2019). Some managers have 

stated that service ethics still need to be strengthened, citing the persistence of individuals who 

are not community-oriented despite the fact that this may have a negative impact on the overall 

efficiency and effectiveness of the service industry as a whole (Feng et al., 2019). The managers 
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who made these statements cited the persistence of individuals who do not care about the 

community (Scott et al., 2020; Valencia et al., 2019) There are still some village officials who 

are insensitive to the community; consequently, it is essential to have strong ethics in regard to 

the quality of service in order to ensure that a variety of concerns faced by the community are 

not ignored and are not constrained by the provision of service (Madonsela et al., 2019). The 

purpose of this research is to accomplish the following objectives: (1) discover the degree to 

which administrative ethics impacts the quality of service; 

(2) evaluate the quality of service itself; and (3) examine the effect that administrative ethics 

has on the quality of service. 

Methods 

For the purpose of this inquiry, quantitative research methodologies were used (Johnson et al., 

2020). Researchers and statisticians that use this approach to carry out investigations make use 

of the methodology's mathematical base in addition to the suggested quantity theory. 

Quantitative research is conducted with the goal of illuminating the connections that exist 

between the many aspects of a population (Larkin et al., 2019). The fact that this kind of 

investigation generates measurable data by making use of questionnaires that are sent to the 

general public is the primary argument put out in support of using it. 

Results and Discussion 

Administrative Ethics 

According to the information that was gathered from the questionnaire about the markers of 

equality, justice, loyalty, and accountability, the better the administrative ethics are, the more 

respondents there are who replied with a strong agreement (Bilan et al., 2020): (1) Equality, 

specifically equal treatment of services supplied; according to a poll about equality indicators, 

the greater the number of respondents who replied "strongly agree" to the issue, the greater the 

equality in administrative ethics: 

Table 1. Equation X1 indicator 

 
 

Respondents' 

Responses 

Score 

 

(x) 

Frequen 

cy 

 

(f) 

F. X Presenta

t ion 

 

(%) 

Strongly disagree 1 0 0 0 

Disagree 2 3 6 5 

Disagree 3 6 18 10 

Agree 4 27 96 45 

Totally Agree 5 24 12 

0 

40 

Total 60 24 

0 

100 

Table 1. shows that, in terms of overall community satisfaction, 3 people (5%) disagree with 
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the statement "The results of interviews do not discriminate between people," while 6 people 

(10%) are less than enthusiastic, 27 people (45%) agree, and 40 people (40%) strongly agree. 

According to the average score, "Village authorities do not discriminate across communities" 

(X1) receives a 4, indicating that residents are generally pleased with the service they get from 

the municipality. 

Table 2. Equation X2 indicator 

 

 

Respondents' 

Responses 

Score 

 

(x) 

Frequen 

cy 

 

(f) 

 

 

F.X 

Presenta

t ion 

 

(%) 

Strongly disagree 1 0 0 0 

Disagree 2 3 6 5 

Disagree 3 6 18 10 

Agree 4 22 88 36,7 

Totally Agree 5 29 145 48,3 

Total (∑) 60 257 100 

Using the data in Table 2. we can infer that 5% of the community is not happy with how things 

stand in terms of the X2 indicator. A lower proportion of 6 (six) persons (10%) than the 

percentage of 22 (22) people (36.7%) who agree with the statement. With 29 (twenty- nine) 

persons giving a positive rating, the proportion of those who agree is 48.3. The average score 

of 4.2 suggests that there is a correlation between the degree of satisfaction in the community 

and the X2 indicator. 

Table 3. Equation X3 indicator 
 

Respondents' 

Responses 

Score 

 

(x) 

Freque

n cy 

 

(f) 

F.

X 

Presenta

t ion 

 

(%) 

Strongly disagree 1 0 0 0 

Disagree 2 2 4 3,3 

Disagree 3 7 21 11,7 

Agree 4 23 92 38,3 

Totally Agree 5 28 140 46,7 

Total (∑) 60 257 100 

According to Table 3. the satisfaction level is rated as disagreeable by 2 persons (3.3%), as 
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somewhat agreeable by 7 (11.7%), as agreeable by 23 (23.3%), as extremely agreeable by 28 

(46.7%). The average score of 4.2 suggests that there is a correlation between the X3 indicator 

and the degree of community satisfaction. 

Fairness 

In a just society, equality is not sufficient. From responses to the justice indicators survey 

(Wolfensohn et al., 2018). Generally speaking, the greater the proportion of people who replied 

"strongly agree,” the fairer the administration of ethics is (Lenoir et al., 2021). The frequency 

of the components making up the justice indicator are shown in the table below (Banzhaf et al., 

2019). 

Table 4. Fairness Indicator X4 

 

 

 

Respondents' 

Responses 

Score 

 

(x) 

Frequen 

cy 

 
(f) 

 

 

F.X 

Presenta

t ion 

 
(%) 

Strongly disagree 1 0 0 0 

Disagree 2 0 0 0 

Disagree 3 7 21 11,7 

Agree 4 33 132 55 

Totally Agree 5 20 100 33,3 

Total (∑) 60 253 100 

According to Table 4. on the X4 indicator, "the degree of satisfaction of the community," 7 

individuals (11.7%) disagree, 33 people (55.0%) agree, and 20 people (33.3%) highly agree. 

The average score of 4.2 indicates that the degree of community satisfaction with regards to 

the X4 indication is excellent. 

Table 5. Fairness Indicator X5 
 

 

Respondents' 

Responses 

 

Scor

e 

(x) 

Frequen 

cy 

 
(f) 

 

 

F.X 

Presenta

t ion 

 
(%) 

Strongly disagree 1 0 0 0 

Disagree 2 4 8 6,7 

Disagree 3 6 18 10 

Agree 4 20 80 33,3 

Totally Agree 5 30 150 50 
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Total (∑) 60 256 100 

According to the data in Table 5. on the indicator X5 the level of community satisfaction is 

evaluated as disagreeing by 4 (four) people, with a percentage of 6.7%, as less agreeing by 6 

(six) people, with a percentage of 10%, as agreeing by 20 (twenty) people, with a percentage 

of 33.3%, and as strongly agreeing by 30 (thirty) people, with a percentage of 50%. According 

to the average score, the overall level of community satisfaction with regards to the X5 

indication is excellent, with a score of 4.2. 

Table 6. Fairness Indicator X6 
 

 

 

Respondents' 

Responses 

Score 

 

(x) 

Frequen 

cy 

 
(f) 

 

 

F.X 

Presenta

t ion 

 
(%) 

Strongly disagree 1 0 0 0 

Disagree 2 3 6 5 

Disagree 3 6 18 10 

Agree 4 29 116 48,3 

Totally Agree 5 22 110 36,7 

Total (∑) 60 250 100 

According to the data in Table 6. on indicator X6 the level of satisfaction in the community 

is rated as disagreeing by 3 (three) people, with a percentage of 5%, and as less agreeing by 

6 (six) people, with a percentage of 10%, as agreeing by 29 (twenty-nine) people, with a 

percentage of 36.7%, and as very agreeing by 22 (twenty-two) people, with a percentage of 

36.7%. When looking at the average score, a value of 6.0 indicates that the X6 indication is 

well-liked by the community. 

Responsibility 

According to a survey measuring markers of responsibility in administrative ethics, the 

greater the proportion of respondents who said "strongly agree” to the statement that "each 

officer must be accountable for whatever he does,” the more responsible that officer is. The 

frequency of components making up each responsibility indication is shown in the table 

below (Realyvásquez-Vargas et al., 2018). 

 

 

Table 7. Liability Indicator X10 
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Respondents' Responses 

Score 

 

(x) 

Frequen 

cy 

 

(f) 

 

 

F.X 

Presentat 

ion 

 

(%) 

Strongly disagree 1 0 0 0 

Disagree 2 2 4 3,4 

Disagree 3 6 18 10 

Agree 4 26 104 43,3 

Totally Agree 5 26 130 43,3 

Total (∑) 60 256 100 

Table 7. shows that of the individuals who provided feedback on the community satisfaction 

level indicator, 2 (two) people (or 3.4% of the sample) highly disagreed, 6 (six) people (10%) 

disagreed, 26 (twenty-six) people (43.3%) agreed, and 2 (two) people (or 3.4% of the 

sample) strongly agreed. According to the average score, the degree of community 

satisfaction with regards to the X10 indication is excellent, with a score of 4.2. 

Table 8. Liability Indicator X11 

 

 

 

Respondents' Responses 

Score 

 

(x) 

Frequen 

cy 

 

(f) 

 

 

F.X 

Presenta

t ion 

 

(%) 

Strongly disagree 1 0 0 0 

Disagree 2 0 0 0 

Disagree 3 1 3 1,7 

Agree 4 38 152 63,3 

Totally Agree 5 21 105 35 

 

According to Table 8. the proportion of people who disagree with the statement about the level 

of satisfaction in the community is 1.7%, the number of people who agree is 463.3%, and the 

percentage of people who strongly agree is 35%. Community satisfaction with respect to the 

X11 indication is excellent, as shown by the average score of 4.3 shown in the findings. 

 

Table 9. Liability Indicator X12 
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Respondents' Responses 

Score 

(x) 

Frequen

c y 

 

(f) 

 

 

F.X 

Presenta

t ion 

 

(%) 

Strongly disagree 1 0 0 0 

Disagree 2 3 6 5 

Disagree 3 4 12 6,7 

Agree 4 27 108 45 

Totally Agree 5 26 130 43,3 

Total (∑) 60 256 100 

 

According to Table 9. three individuals (5% of the total) disagree with the indicators, four 

people (6.7% of the total) agree somewhat with the indications, twenty-seven people (45% of 

the total) agree, and twenty-six people (43.3%) strongly agree with the indicators. The mean 

score of 4.2 suggests that overall community satisfaction with respect to the X12 indicator is 

above average. 

Reliability 

On a survey measuring reliability indicators, the higher the percentage of "strongly agree" 

responses, the more confident one may be in the quality of the services being provided (Lee et 

al., 2019). The frequency of elements making up dependability indicators are shown in the table 

below (FARKAS & ROMANIUK, 2020). 

Table 10. Reliability Indicator Y4 
 

Respondents' 

Responses 
Score 

 

(x) 

Frequency 

 

(f) 

F.X Presentat

i on 

 

(%) 

Strongly disagree 1 0 0 0 

Disagree 2 3 6 5 

Disagree 3 4 12 6,7 

Agree 4 32 128 53,3 

Totally Agree 5 21 105 35 
 

Total (∑) 60 251 100 
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Table 10. shows that 3 individuals (5% of the total) disagree with the indicators, 4 people (6.7% 

of the total) agree somewhat with the indications, 32 people (53.3%) agree with the indicators, 

and 21 people (35% of the total) strongly agree with the indicators. The average score of 4.1 

suggests that the Y4 indication is well-liked by the community. 

Table 11. Reliability Indicator Y5 

 

 

 

Respondents' Responses 

Score 

 

(x) 

Frequenc 

y 

 
(f) 

 

 

F.X 

Presentat 

ion 

 
(%) 

Strongly disagree 1 0 0 0 

Disagree 2 0 0 0 

Disagree 3 5 15 8,3 

Agree 4 33 132 55 

Totally Agree 5 22 110 36,7 

Total (∑) 60 257 100 

 

Table 11. shows that 8.3% of respondents did not agree with statements about the Y5 indicator; 

55% of respondents agreed; 36.7% strongly agreed; and 22.2% did not respond. An average 

score of 4.2 indicates that residents are generally pleased with the Y5 indication. 

 

Table 12. Reliability Indicator Y6 
 

 

 

Respondents' Responses 

Score 

 

(x) 

Frequen 

cy 

 
(f) 

 

 

F.X 

Presentat 

ion 

 
(%) 

Strongly disagree 1 0 0 0 

Disagree 2 0 0 0 

Disagree 3 2 6 3,4 

Agree 4 38 152 63,3 

Totally Agree 5 20 100 33,3 

Total (∑) 60 258 100 
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Table 12. shows that of the persons who provided ratings for the Y6 indication, 2 (two) gave it 

a less agreeable rating, for a percentage of 3.4%; 38 (thirty-eight) gave it an agree rating, for a 

percentage of 63.3%; and 20 (twenty) gave it a highly agree rating, for a percentage of 33.3%. 

The average score of 4.3 indicates that Y6 indicator-related community satisfaction is above 

average. 

Response 

More respondents who replied "strongly agree" to a questionnaire on responsiveness indicators 

indicated higher levels of responsiveness in service quality, which is defined as the capacity to 

assist and offer services swiftly and correctly (Chyung et al., 2018). The response indicator 

items' frequencies are shown in the table below (Wardell et al., 2020). 

Table 13. Y7 Responsiveness Indicator 

 

 

 

Respondents' Responses 

 

Scor

e 

(x) 

Frequen

c y 

 
(f) 

 

 

F.X 

Presentat

i on 

 
(%) 

Strongly disagree 1 0 0 0 

Disagree 2 0 0 0 

Disagree 3 6 18 10 

Agree 4 36 144 60 

Totally Agree 5 18 90 30 

Total (∑) 60 252 100 

 

Based on the data in Table 13. 6 (six) individuals (or 10%) rated the Y7 indicator as "less 

agree," 36 (thirty-six) people (or 60%) rated it as "agree," and 18 (eighteen) people (or 30%) 

rated it as "strongly agree." The average score of 4.2 indicates that the community's satisfaction 

with respect to the indicators is generally excellent. 

Administrative Ethics towards Service 

According to the responses of individuals who took part in the survey about the administrative 

ethics variable, it gives off the impression of being favorable (van der Voet, 2022). The fact 

that the average score is four, which puts it in the acceptable category, lends credence to this 

assertion (Pulido et al., 2020). According to the results, the quality of ethics in respect to the 

values that were embraced was proportionate to the amount of satisfaction that was felt by the 

community about ethics connected to disciplines that research values (Oluoch et al., 2020). 

This level of pleasure was related to the study of values. On the other hand, the amount of 

satisfaction experienced by the community is proportional to the quality of the values that were 

embraced by the group (Alaimo et al., 2020). along with the fact that it was absorbed into 

human civilization (Svyrydenko & Stovpets, 2020). The value that is perceived by the 
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community as a consequence of adopting the ethics that are offered by the office is what gives 

birth to public perception (Duan et al., 2020). This value may be seen as a result of embracing the 

ethics that are supplied by the office (Haldorai et al., 2020). When the needs of the community 

are satisfied, the members of the community will have the perception that they are cared for 

and respected by those outside of the community (Lindauer & Hutter, 2020). 

It earns good marks, as shown by the data obtained from the input that the respondents provided 

on the variable pertaining to the service quality (Shrestha, 2021). The fact that the average score 

is four, which puts it in the acceptable category, lends credence to this assertion (el Asnaoui & 

Chawki, 2020). The data revealed that the degree of satisfaction that was experienced by visitors 

was lower, the better the quality of service that was supplied, and the greater the level of 

satisfaction that was offered (Sánchez-Casado et al., 2019). The converse is also true, namely 

that a lower degree of satisfaction among guests is related with a lower quality of service (Rice 

et al., 2020). One of the factors that defines the level of a company's success is the quality of 

the services that are offered (Taouab & Issor, 2019). A successful company is one that is able 

to satisfy the requirements of its clientele as well as create positive feedback from those it 

serves (Rodríguez-Sánchez et al., 2020). The value that is provided to visitors as a direct 

consequence of the services provided by the firm is a direct contributor to the creation of the 

views that guests have towards the institution (Park et al., 2019). When we meet the needs of 

our visitors, they will get the impression that they are important to us and that we care about 

them (Battour et al., 2018). 

This research makes use of two variables: the dependent variable, which is administrative 

ethics, and the independent variable, which is quality of service (Demuyakor, 2020). Both of 

these variables are examined in this study. According to the findings of many statistical tests 

(Erzen & Çikrikci, 2018). It is clear that adhering to ethical standards in administration has a 

beneficial impact on the quality of services provided (Camilleri, 2022). The influence of 

administrative ethics on service quality demonstrates that the factors of administrative ethics 

have a considerable effect on the variables of service quality (Pakurár et al., 2019). 

Conclusion 

The following are some of the conclusions that may be reached as a consequence of the findings 

of the data analysis and the conversations that have taken place: (1) According to the findings 

of the study, administrative ethics belongs to the category of good. (2) According to the findings 

of the study, the quality of service is considered to be in the "good" category. (3) The influence 

of administrative ethics factors on service quality may be determined by the direction the sign is 

facing, and these variables have a substantial impact on the overall quality of the service. The 

score for administrative ethics is much higher than 0.05, indicating that it moves in a 

constructive direction and has a considerable impact on the quality of services provided. This 

indicates that the study hypothesis has a chance of being accepted, which is necessary in order 

for the actualization of administrative ethics to achieve the level of service quality. 
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