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This research was conducted with the aim of knowing and 
analyzing the influence of internal service quality, job satisfaction 
and commitment to employee performance which will be 
mediated by employee welfare. Primary data derived from 
questionnaires will be used in this study and contain opinions 
from respondents regarding the quality of internal services, job 
satisfaction and work commitment to employee performance 
which will be mediated by employee welfare in the Planning and 
Administration Bureau of the National Police Criminal 
Investigation Agency. The use of saturated sampling as a 
sampling method to get 54 samples. SEM Amos using SEM Amos 
22 serves as an analytical method. This research then shows the 
results in the form of a positive influence of service quality, job 
satisfaction, and work commitment to employee performance 
and is significant. Then employee welfare does not have a 
positive and significant effect on employee performance. Finally, 
the study found that service quality, job satisfaction and work 
commitment have a positive and significant influence on 
employees which is mediated by employee welfare. 

E-mail: 
kumba.digdo@civitas.unas.ac.id  

 Copyright © 2021 Enrichment : Journal of Management. 
All rights reserved. 

 
1. Introduction  

 
The planning and administrative bureau is a body that functions as an assistant to the leadership 

and is an executor of staff under the Police Criminal Investigation Unit (Angelia, 2018). The planning 
and administrative bureau is in charge of planning, developing personnel and fostering the Criminal 
Investigation function. In carrying out its duties, the planning and administrative bureau carries out 
functions, including: 
a. Preparation of policies and plans covering the development and development of the National 

Police's Criminal Investigation Unit, including the National Police's Criminal Investigation Units 
(Takasili, 2015). 

b. Preparation of work programs and budgets at the Bareskrim Polri level to support the operational 
activities of the Polri Bareskrim (Nainggolan & Darma, 2018). 

c. Implementation of the development of functions which include the development of systems and 
methods, management of education and training as well as review of legislation (Simatupang, 
2019). 

d. Implementation of personnel and infrastructure administration as well as administration and 
internal affairs (Megasari, 2020). 

e. Implementation of care, management of prisoner security, health and food for prisoners within 
the Police Criminal Investigation Agency (Handoyo & Irawati). 
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The vision and mission of the Planning and Administration Bureau is in line with the Vision and 
Mission of the National Police Criminal Investigation Department. The vision of the National Police 
Criminal Investigation Unit is "The realization of professional, modern, humanist and fair law 
enforcement. (Utami, 2019). In addition, it is also necessary for the Criminal Investigation Unit of the 
Police to be able to have a high ability to act. These two things will then become the basis of their 
actions. Law enforcement is carried out without discrimination because every community is equal in 
the eyes of the law (Maruapey, 2017). 

Institutional management will always be faced with various problems regarding employee 
performance. Therefore, various kinds of factors that can affect employees need to be known and 
considered by management (Abdullah, 2014). Through knowledge of the various factors that affect the 
employee, the management will then be able to carry out the necessary policies with the hope of an 
increase in employee performance in accordance with the target (Maarif & Kartika, 2021). 

The quality of these employees certainly needs to be improved to be able to explore and empower 
the potential of these human resources to the fullest. This needs to be implemented to be able to 
compete with other companies in the real world (Idris, 2016). The quality of employees can be 
improved by paying attention to the quality of knowledge and skills or from the side of their careers 
and welfare levels. Through this, then employees can improve their performance in giving all their 
abilities to achieve the goals of the organization (Yanti, 2017). 

The quality of employee performance in the Planning Bureau of the National Police Criminal 
Investigation Agency can be seen from 6 sides, namely service orientation, integrity, commitment, 
discipline, cooperation and leadership (Nasution, 2017). Service orientation is the ability to carry out 
service tasks well, polite and satisfying attitude, both in carrying out internal and external services 
(Hardiyansyah, 2018). Integrity is the skill to follow existing norms and ethics honestly and sincerely 
and to complete one's work bravely and willingly to take risks from the various things he has done 
(Kristianto, 2018). Commitment is a skill in carrying out their duties properly and prioritizing official 
matters compared to personal or group affairs in accordance with the tasks they carry out as state 
apparatus through the enforcement of the Pancasila state, the 1945 Constitution of the Republic of 
Indonesia, the Unitary State of the Republic of Indonesia and Bhineka Tunggal Ika (Octavia, 2019). 

Discipline is expertise in following applicable working hours and storing and maintaining various 
goods owned by the state as well as possible and following laws and regulations or official regulations 
with full responsibility (Pattipawae, 2011). Cooperation is the skill to be able to work together with 
colleagues, superiors or work partners and the expertise to be able to listen and respect the opinions of 
others, and be able to recognize the results that have been set together in a team (Lumbantobing, 
2020; sidiq et al., 2021). Finally, leadership is a person's expertise to be able to make decisions quickly 
and responsively, trigger and carry out his subordinates in carrying out their duties, expertise in 
moving work teams so that they can produce performance that is in accordance with goals, firmness in 
acting and setting a good example (Satiawan, 2019). 

The performance results based on employee behavior in the Planning Bureau of the Police 
Criminal Investigation Agency are as follows:  

Table 1. 
Performance Evaluation Data Based on Employee Work Behavior at the Planning Bureau  

of the National Police Criminal Investigation Agency 
No Work behavior Target Realization (Year) 

   2016 2017 2018 2019 2020 
1 Service Orientation 100% 89% 87% 89% 85% 83% 
2 Integrity 100% 88% 89% 87% 82% 81% 
3 Commitment 100% 88% 83% 89% 80% 80% 
4 Discipline 100% 89% 87% 87% 81% 82% 
5 Cooperation 100% 86% 88% 86% 84% 81% 
6 Leadership 100% 90% 89% 87% 84% 80% 
 Total 100% 88,33% 87,16% 87,50% 82,67% 81,16% 
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Through the table of work behavior from 2016 to 2020 above, it can be seen that in general there 
is a decrease in work behavior from 88.33% in 2016 to 81.16% in 2020. This reduction can then be 
concluded as a form of behavior-based performance decline because there are problems that need to 
be considered and corrected by the Planning and Administration Bureau of the National Police 
Criminal Investigation Agency to be able to improve the work behavior of its employees. 

This research will be conducted to analyze the direct influence of internal service quality, job 
satisfaction, work commitment and employee welfare on employee performance in the Planning 
Bureau of the National Police Criminal Investigation Agency. Then this study also aims to find out the 
indirect influence between the quality of internal services, job satisfaction and work commitment to 
employee performance which will be mediated by employee welfare at the Planning Bureau of the 
National Police Criminal Investigation Agency. 

 
2. Method 

 
This research was carried out using a descriptive quantitative approach through a non-

experimental method. This research will be casual research, meaning that the purpose of this study is 
to find out the existence of a cause-and-effect relationship between variables. The population used in 
the form of employees who work in the Planning Bureau of the National Police Criminal Investigation 
Agency as many as 54 people. Saturated Sampling is used as a sampling technique with the results in 
the form of all 54 members of the population in the Planning Bureau. 

The method of analysis is quantitative using Structural Equation Modeling (SEM). SEM will be 
processed using a two-stage approach, namely: 
a. Analysis of the measurement model with the fit test (GOFI), validity test, reliability test until the 

measurement analysis states the results are suitable (fit). 
b. Structural analysis which includes the overall fit of the model, analysis of causal relationships and 

the results of hypothesis testing. 
 
3. Result and Discussion 
3.1 Research Result 

Table 2.  
Goodness of Fit After Model Modification 

Goodness of Fit 
Cut of 
Value 

Results after 
modification 

Results 

Probabilitas Chi 
Square 

≤ 
190.516 

112.64 Good fit 

CMIN/DF ≤ 2.00 1,197 Good fit 
GFI ≥ 0.9 0,960 Good fit 

AGFI ≥ 0.9 0,925 Good fit 
CFI ≥ 0.9 0,993 Good fit 
TLI ≥ 0.9 0,989 Good fit 
NFI ≥ 0.9 0,962 Good fit 
IFI ≥ 0.9 0,994 Good fit 

RMSEA ≤ 0.08 0,029 Good fit 

It can be seen from the table above that the entire model structure has a fit result. Therefore, next 
is to see how the influence that occurs between the independent variable and the dependent variable. 

Table 3.  
Regression Weights: Model Modification 

   
Estimate S.E. C.R. P Label 

Performance <--- Service quality .052 .020 2.546 .029 par_1 

Performance <--- Satisfaction .151 .057 2.653 .017 par_2 

Performance <--- Commitment .505 .236 2.141 .020 par_3 

Performance <--- Welfare 1.994 1.358 1.469 .127 par_4 

 



         e-ISSN 2721-7787 

Enrichment, Vol.12, No.1 November 2021: 653-658 

656 

Decision making can be done by looking at the value of P (Probability). If P (Probability) > 0.05 
then H0 can be accepted or there is no effect. However, if P (Probability) < 0.05 then the results of H0 
will be rejected or there is an influence. Through the results from the table above, we can draw 
conclusions in the form of: 
a. Service quality has a positive and significant influence on employee performance. This conclusion 

can be drawn from the results of the CR value of 2.54 > 1.96 and the probability value < 0.05 of 
0.029 and the estimate value of 0.052 which means a positive and significant effect. 

b. Job satisfaction has a positive and significant influence on employee performance. This conclusion 
can be drawn from the results of the CR value of 2.65 > 1.96 and the probability value < 0.05 of 
0.017 and the estimate value of 0.151 which means that it has a positive and significant effect. 

c. Work commitment has a positive and significant influence on employee performance. This 
conclusion can be drawn from the results of the CR value of 2.14 > 1.96 and the probability value < 
0.05 of 0.020 and the estimate value of 0.505 which means that it has a positive and significant 
effect. 

d. Employee welfare does not have a positive and insignificant effect on employee performance. This 
conclusion can be drawn from the results of the CR value of 1.46 < 1.96 and the probability value of 
> 0.05 of 0.127 and the estimate value of 1.99 which means that it has no positive and insignificant 
effect. 

Amos 24 and Sobel test were conducted to analyze the research hypothesis test regarding the 
indirect effect. The calculation results from the Sobel test are shown in the following table: 

Table 4. 
 Calculation of Sobel Test 

 
Z (C.R.) P 

Service quality 2.454 0.014 

Job satisfaction 2.557 0.010 

Work commitment 2.681 0.007 

The decision-making step is carried out by means of if the P value (Probability) > 0.05 then H0 can 
be accepted or has no effect. However, if the P value (Probability) < 0.05 then H0 is rejected or there is 
an influence. Through the table above, it can be concluded that the results are:  
a. Service quality has a positive and significant influence on employee performance and is mediated 

by employee welfare. This result can be determined if you look at the Z value of 2.45 > 1.96 with a 
probability value of 0.014 < 0.05 which can be interpreted as having a positive and significant 
effect. 

b. Job satisfaction has a positive and significant effect on employee performance and is mediated by 
employee welfare. This result can be determined if you look at the Z value of 2.68 > 1.96 with a 
probability value of 0.007 < 0.05 which can be interpreted as having a positive and significant 
effect. 

c. Work commitment has a positive and significant influence on employee performance and is 
mediated by employee welfare. This result can be determined if you look at the Z value of 2.55 > 
1.96 with a probability value of 0.010 < 0.05 which can be interpreted as having a positive and 
significant effect. 

3.2 Result Analysis 
a) The influence of service quality on employee performance 

Through the results of SEM analysis, it can be found that service quality has a positive and 
significant influence on employee performance. These results can be found in table 3 with the resulting 
probability value < 0.05. 
b) The effect of job satisfaction on employee performance 

Through the results of SEM analysis, it can be found that service quality has a positive and 

significant influence on employee performance. These results can be found in table 3 with the resulting 

probability value < 0.05. 

c) The effect of commitment on employee performance 
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Through the results of SEM analysis, it can be found that service quality has a positive and 

significant influence on employee performance. These results can be found in table 3 with the resulting 

probability value < 0.05. 

d) Effect of welfare on employee performance 
Through the results of SEM analysis, it can be found that welfare has a non-positive and 

insignificant effect on employee performance. These results can be found in table 3 with the resulting 

probability value > 0.05. 

e) The effect of service quality on employee performance mediated by employee welfare 
Through the results of SEM analysis, it can be found that service quality has an influence on 

employee performance which is mediated by employee welfare. These results can be found in table 4 

with the resulting probability value < 0.05. 

f) The effect of job satisfaction on employee performance mediated by employee welfare 
Through the results of SEM analysis, it can be found that job satisfaction has an influence on 

employee performance which is mediated by employee welfare. These results can be found in table 4 

with the resulting probability value < 0.05. 

g) The effect of commitment to employee performance mediated by employee welfare 
Through the results of SEM analysis, it can be found that commitment has an influence on 

employee performance which is mediated by employee welfare. These results can be found in table 4 

with the resulting probability value < 0.05. 

 

4. Conclusion  
 
Through the results of this study, it can be concluded that service quality, job satisfaction and 

commitment have a positive and significant influence on job satisfaction of employees of the Planning 

and Administration Bureau of the National Police Criminal Investigation Agency. This directly 

proportional nature can then be used as a reference to improve employee performance. Meanwhile, 

employee welfare has no effect on employee performance. This means that the ups and downs of 

welfare have no relevance to the performance of the employees of the Planning and Administration 

Bureau of the National Police Criminal Investigation Agency. 

Then the quality of service, job satisfaction and commitment mediated by employee welfare have 

an influence on employee performance in the Planning and Administration Bureau of the National 

Police Criminal Investigation Agency. This can then be used as a reference source to improve employee 

performance. Finally, there is an indirect effect that comes from work welfare on service quality, job 

satisfaction and commitment which has a smaller value than the direct effect. From these results, it can 

be concluded that welfare cannot properly mediate service quality, job satisfaction and commitment. 
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