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ABSTRACT
      The purposes of this study are: 1) To determine and analyze the partial effect of HR competence on service quality at Batudaa Health Center, Gorontalo Regency; 2) To find out and partially analyze the influence of organizational culture on service quality at Batudaa Health Center, Gorontalo Regency; 3) To determine and analyze the simultaneous influence of HR competence and organizational culture on service quality at Batudaa Health Center, Gorontalo Regency.  This research is a quantitative descriptive approach Research results: 1) Human resource competence has a partial effect on service quality with a contribution of 63.4% influence. Thus, the hypothesis in this study assumes that the competence of human resources has a partial effect on service quality and has been proven and can be accepted; 2) Organizational Culture has a partial effect on Service Quality with an influence contribution of 26.6%. Thus, the hypothesis in this study suggests that organizational culture has a partial effect on service quality and has been proven and can be accepted; 3) Human Resource Competence and Organizational Culture simultaneously have a simultaneous effect on Service Quality with an influence contribution of 72.20%. Thus the hypothesis in this study assumes that the competence of HR and Organizational Culture simultaneously has a simultaneous effect on Service Quality has been proven and can be accepted. 
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INTRODUCTION      

Public service basically involves a very broad aspect of life. In the life of the state, the government has the function of providing various public services needed by the community, ranging from services in the form of regulation or other services in order to meet the needs of the community in the fields of education, health, utilities, and others. The various public reform movements experienced by developed countries in the early 1990s were inspired by public pressure on the need to improve the quality of public services provided by the government. In Indonesia, efforts to improve services have actually been carried out by the government for a long time, including through Presidential Instruction No. 5 of 1984 concerning Guidelines for Simplification and Control of Licensing in the Business Sector. 
This effort was continued with the Decree of the Minister of State for the Utilization of State Apparatus No. 81/1993 concerning Guidelines for Public Service Management. To further encourage the commitment of the government apparatus to improving the quality of services, it has Regulation of the State Minister for Empowerment of State Apparatus and Bureaucratic Reform was issued Number 7 of 2010 concerning Guidelines for Performance Assessment of Public Service Units. 
The demands for reform that have been rolling since 1997, along with the flow of globalization which provides opportunities as well as challenges for economic improvement, 

have prompted the government to re-understand the importance of service quality and the importance of improving service quality (Ismail Mohamad, 2003). In addition, there is also an effort to improve the quality of public services, it is necessary to develop a Community Satisfaction Index (IKM) as a benchmark for assessing the level of service quality. In addition, IKM data will be used as an assessment material for service elements that still need improvement and become a driving force for each service provider unit to improve the quality of its services. 
The Community Satisfaction Index (IKM) is data and information about the level of community satisfaction obtained from the results of quantitative and qualitative measurements of people's opinions in obtaining services from public service providers by comparing their expectations and needs. One of the most important needs is health services. To be able to support the government's task in providing equitable health services, and also to improve the quality of services, what the government can do is to establish various kinds of health facilities at various levels. Batudaa Health Center is one of the health facilities of Gorontalo Regency which provides health services to all communities in the Batudaa District, Gorontalo Regency. The function of the Batudaa Health Center is crucial in providing equitable, standardized and quality health services to the people in the area. With maksimalnya pelayanan Kesehatan yang organized by the Batudaa Health Center, it will be balanced with the level of welfare of the surrounding community. This can apply, if the entire community can be helped or obtain health services according to their needs. If this condition is achieved, then regional development from the lowest sector can continue to be carried out, especially at this time all health facilities and health workers must deal with the COVID-19 pandemic. 
In addition to providing health services in general, with the current situation, all health facilities and health workers must work hard to promote healthy lifestyles, adhere to health protocols and also implement vaccination programs. This is done in order to meet the health needs of each community. In an organization, employees are one of the human resources and as a result of the selection process that must be developed so that their abilities can follow the development of the organization. 
Public service basically involves a very broad aspect of life. In the life of the nation and state, the government has the function of providing various public services needed by the community, ranging from services in the form of regulation or other services in order to meet the needs of the community in the fields of education, health, and others. The quality of public services is the success of service delivery is determined by the level of satisfaction of service recipients. Service recipient satisfaction is achieved when service recipients receive services in accordance with what is needed. On the other hand, if service recipients receive poor service, customer satisfaction cannot be achieved [3]. In addition, service quality is defined as the level of excellence expected and control over the level of excellence to meet customer desires [4]. 
Improving the quality of public services is absolutely necessary given the better social conditions of the community so that they are able to respond to any deviations in public services public services through movements and demands in print and electronic media. Moreover, the competition, especially for public services provided by the private sector, makes even a few customers feel dissatisfied, so they will immediately switch to other public service providers. Service is any activity that is profitable in a group or unit, and offers satisfaction even though the results are not visible on a physical product. 2] Based on the observations of researchers, Batudaa Health Center has not been able to provide adequate service quality. In terms of facilities and infrastructure, it is still very limited. 
The lack of support for facilities and infrastructure such as waiting rooms, number of chairs, writing tables, toilets, prayer rooms, complaint boxes, and room temperature. Meanwhile, judging from empathy, there are still some employees who lack empathy in providing health services to the community, and there are still some employees who show employee behavior that is not friendly and polite to the community when asked for information about procedures and administrative completeness. In relation to the quality of public services, according to the researcher's assumption, the background of the problems in the quality of public services is the competence of human resources. HR competence is needed in increasing employee productivity. The progress of a configuration depends not only on how the organization builds public capacity, but also on how the organization provides assistance according to the skills possessed by the workforce. Employee work mastery is determined from memory, expertise, and personality on the task. 
Competence can be objectively measured and developed through supervision, performance management and HR competency development programs. The role of competence is needed in improving employee performance. Where Employees who have good competence will find it easy to carry out their duties and responsibilities effectively and efficiently. Competence is an ability to carry out or do a job based on skills and knowledge and supported by the work attitude required by the job [5]. While other experts explain that "Competence is the ability and willingness to perform a task with effective and efficient performance to achieve organizational goals [6]. Meanwhile, according to addition, competence is as an underlying characteristic of a person related to the effectiveness of individual performance in his work or basic characteristics of individuals who have a causal relationship or as a cause and effect with the criteria that are used as references [7] As for the competency problems that exist in the Batudaa Health Center Work Area, Gorontalo Regency, based on the researcher's initial observations, there are still some employees who lack knowledge in carrying out their duties and work, and still lack skills or expertise, especially in operating computers which are one of the supporting facilities. in providing services, and there are still community assessments that say that employees are still not friendly. Therefore, it is necessary to increase the competency capacity of HR, in order to increase knowledge, improve skills and expertise, and change the attitudes that exist in employees to truly sincerely provide services to the community, so that people are satisfied with the services provided. 
In addition, one of the factors that can affect the quality of service at Batudaa Health Center is organizational culture. Organizational culture is an important factor that can influence the response to its external environment. A shared value system about something important and beliefs about how to work. With this, organizational culture provides a framework that organizes and directs positive and significant behavior towards organizational commitment variables in order to improve service quality. Organizational culture is an organizational glue that binds organizational members through shared values. Organizational culture is reflected in the daily behavior of its members, which means it is also a daily practice in the workplace. Service quality will improve along with the internalization of organizational culture. This means that the stronger the organizational culture or basic values ​​that have been agreed upon, the better the quality of service produced. Culture as an organization, or the traditions and beliefs of an organization that distinguishes it from other organizations and instills a certain life within the framework of the structure, so that the above definition has the content of interrelationships between culture and organization [8]. 
Organizational culture can also be said as a habit that continues to be repeated and becomes a value and lifestyle by a group of individuals in the organization which is followed by the next individual [9]. From the theories above, the researcher concludes that organizational culture is the shared habits or values ​​adopted by an organization that is expected to improve the quality of the organization. Examining organizational culture, we need to examine the notion of culture. that culture is thought, reason and the result of human actions [9]. Culture has actually been known by humans for a long time, but it has not been realized that work success is rooted in the values ​​and behaviors that become their habits [10]. The results of the researcher's observations found that the commitment of service officers was still very low, this could be seen from the frequency of service officers leaving the place of duty during service time, the innovation of the officers was still very low seen from decision making when problems occurred during service.
RESEARCH METHODS 
Survey approach and quantitative research types are used [11]. It specifically states that “surveys are used to study attitudes, beliefs, values, demographics, behaviors, opinions, habits, desires, ideas and other types of information [12]. The data or facts can then be related to the conditions of each variable being studied so that it is possible to know the effect of one variable on another. Quantitative research is research in the form of numbers and analysis using statistics [13] 
RESEARCH RESULT 
1. The Influence of Human Resource Competence Variables on Service Quality

The t-test is used to determine whether there is an influence of each independent variable individually (partial) on the dependent variable being tested. If Sig. in the output below 0.05 then the dependent variable has a significant effect on the independent variable. Based on the t-test value, the Tukey value was obtained at 7.4284 which the significance value of Human Resource Competence (0.000) was smaller than the probability value of 0.05. So it can be concluded that Human Resource Competence has a significant effect on Service Quality in the Work Area of ​​the Batudaa District Health Center. Based on the results of the determination show that the level of partial influence of the X1 variable on Y is 63.4% 
2. The Influence of Organizational Culture Variables on Service Quality 
The t test is used to determine whether there is an influence of each independent variable individually (partial) on the dependent variable being tested. If Sig. in the output below 0.05 then the dependent variable has a significant effect on the independent variable. Based on the t-test value, the Tukey value is 4.178 which the significance value of Organizational Culture (0.000) is smaller than the probability value of 0.05. So it can be concluded that  Organizational Culture has a significant effect on Service Quality in the Work Area of the Batudaa District Health Center. Furthermore, to see the level of influence between the variables of Organizational Culture on Service Quality, it can be seen in the determination test which shows that the level of partial influence of the X2 variable on Y is 26.6%. 
3. The Influence of Resource Competence, Organizational Culture on Service Quality. 
The F test is used to determine whether there is an effect of each independent variable together (simultaneously) on the dependent variable being tested. If Sig. in the output below 0.05 then the dependent variable has a significant effect on the independent variable. Based on the F-test value obtained at 37.20 which the significance value of Organizational Culture (0.000) is smaller than the probability value of 0.05. Furthermore, to see the level of influence between the variables of Human Resource Competence and Organizational Culture on Service Quality, it can be seen in the determination test listed in the following table: Based on the table above shows that the level of influence simultaneously between variables X1, X2 on Y is 72.0%. While the remaining 28% is influenced by other factors that are not included in the research variables. 
DISCUSSION

1. The Influence of Human Resource Competence Variables on Service Quality 
The implementation of public services carried out by government officials in various service sectors, especially those concerning the fulfillment of civil rights and basic needs of the community, has not performed as expected. The number of complaints or complaints from the public, such as convoluted service procedures and work mechanisms, lack of information, lack of consistency and limited service facilities and infrastructure. The development of the health sector in Indonesia is currently seen to be growing not optimally. The government has not provided the quality of health services evenly. 
Even though the main key to society in carrying out activities, namely a healthy body condition. Healthy conditions require many things, including providing health services. The purpose of health services is the achievement of a level of public health that satisfies expectations (consumer satisfaction), through excellent service by service providers that satisfy expectations (provider satisfaction) and institutionalized services (institutional satisfaction). The Puskesmas was established as a health service provider that provides basic health services to the community so that it is required to improve the quality of health services. 
The demands and needs of the community for quality health services need to be supported by the competence of Human Resources (HR). Human Resources (HR) in carrying out health services at the Puskesmas is an important resource and is needed to achieve optimal performance. This condition explains that the competence of human resources (HR) greatly determines the quality of the process to be carried out so that it is able to produce good goal achievement. This matter This can be realized if HR, namely Puskesmas employees are able to work better with high performance. The results showed that the t-test value obtained was a tukey value of 7.4284 which the significance value of Human Resources Competence (0.000) was smaller than the probability value of 0.05. So it can be concluded that Human Resource Competence partially affects the Quality of Service in the Work Area of ​​the Batudaa District Health Center. Furthermore, based on the determination test, it was found that the level of influence of the X1 variable on Y was 63.4%. As a health service implementing unit in the sub-district area, the construction of a Puskesmas at the sub-district level is required to provide quality services in accordance with established standards and can reach all levels of society. 
Therefore, the competence of puskesmas employees is required to complete the task well so that the satisfaction of the community is maintained. Handling people who come to visit, employees must be skilled and able to carry out their service duties according to standards that are set and can reach all levels of society. With high competence of human resources, the quality of service, then from the quality of service, it results in work performance and the realization of effectiveness and efficiency, so it is clear that competence is an independent variable in this study. Employee competence is an important and influential factor in the implementation and completion of the work of an organization. 
Employee competence is defined as the correct work method or procedure carried out by employees. To realize the success of programs that have been set by an organization, every employee in it is required to have the required competency standards. In addition, the research results are reinforced by Moenir's theory which states that public service is an activity carried out by a person or person  a group of people based on material factors through certain systems, procedures and methods in an effort to fulfill the interests of others in accordance with their rights [14]. Basically, to achieve good quality of public services, a government organization needs to consider several factors. Where these factors influence each other in order to achieve a good quality of public service. Some of the factors include the competence and performance of employees. Competence is the ability possessed by a person including knowledge, skills, creativity, attitude to carry out his work properly based on work standards and service procedures that have been set. 
Competence is a basic characteristic of a person that allows that person to provide superior performance in a particular job, role, or situation. The competence of human resources as health workers is a determinant of the quality of health services provided. Competencies consist of knowledge, abilities/skills, and attitudes that can be adapted to the field of work required by the Puskesmas, so as to produce high quality services. This matter shows that competence is very important and useful for nurses in improving service quality. The community really expects human resources as health workers to have competence in providing services so that health services can be of high quality and quality. 
Because in the existing phenomenon, people still feel dissatisfied with the services of the Puskesmas. Public perception of service dissatisfaction is an indication of skills and knowledge that result in services that do not meet standards.
2. The Influence of Organizational Culture Variables on Service Quality 
The quality of service in a public organization is closely related to organizational culture. The background is the motive of the existence of government agencies, namely to provide public services so that conditions within government agencies that can affect the quality of services, one of which is organizational culture. Organizational culture is an organizational glue that binds organizational members through  shared values. Organizational culture is reflected in the daily behavior of its members, which means it is also a daily practice in the workplace. Service quality will improve along with the internalization of organizational culture. 
This means that the stronger the organizational culture or basic values ​​that have been agreed upon, the better the quality of service produced. Based on the results of the study, it was found that the t-test value obtained was a tukey value of 4.178 which the significance value of Organizational Culture (0.000) was smaller than the probability value of 0.05. So it can be concluded that organizational culture partially influences the quality of service in the Batudaa District Health Center Work Area. Furthermore, to see the level of influence between organizational culture variables on service quality, it can be seen in the determination test of 26.6%. The results of this study are Nugraha's theory which explains that service quality will improve along with the internalization of organizational culture. 
This means that the stronger the organizational culture or agreed basic values, the better the quality of service produced [15]. Referring to the results of the study, it was found that the quality of service in a public organization is closely related to organizational culture. The background is the motive of the existence of government agencies, namely to provide public services so that conditions within government agencies that can affect the quality of services, one of which is organizational culture. The stronger the organizational culture, the greater the encouragement of employees to optimize service to all customers. Organizational culture is an organizational glue that binds organizational members through shared values. Organizational culture is reflected in the daily behavior of its members, which means it is also a daily practice in the workplace. Service quality will improve along with the internalization of organizational culture. This means that the stronger the organizational culture or basic values ​​that have been agreed upon, the better the quality of service produced. Organizational culture is an organizational glue that binds organizational members through shared values. Organizational culture is reflected in the daily behavior of its members, which means it is also a daily practice in the workplace. Service quality is centered on efforts to fulfill customer needs and desires and the accuracy of delivery to balance customer expectations. In the context of public services, it can be underlined that the success of the public service process is highly dependent on two parties, namely the bureaucracy (servants) and the community (which are served). 
3. Simultaneous influence between HR competence and organizational culture on service quality at Batudaa Health Center, Gorontalo 
Regency One of the important resources in management is human resources. The importance of human resources needs to be realized by all levels of management. No matter how advanced technology is today, the human factor still plays an important role for the success of an organization. The condition of human resources greatly affects the culture of the organization. Culture is not a clear behavior or object that can be seen and observed by someone. Organizational culture is the shared beliefs and values ​​that give meaning to members of an institution making these beliefs and values ​​the guiding rules for behavior within the organization. Organizational culture then becomes the identity or main character of the organization that is maintained and maintained. A strong culture is a very useful tool for directing behavior, because it helps employees or employees to do a better job so that employees/employees at the beginning of their career need to understand the culture and how it is implemented. In an organization, employees are actors in carrying out organizational tasks. Employees support success or failure in achieving organizational goals. Competitive organizations, of course, prioritize the use of human resources who have high competence. When a If the organization has employees who have high abilities, the organization's activities in achieving it will be effective and efficient. 
And that will affect the results achieved. The service quality of an institution is a measure of the success of an organization's management in both private and government institutions. Good service to the community shows that the performance of the employee or employee has good quality. However, the estuary of all services rests on an organizational culture that is well-organized and controlled through human resource management that has quality and quality organizational governance. Based on the results of the study, it was obtained that the F-test value was obtained at 37.20 which the significance value of Human Resource Competence and Organizational Culture (0.000) was smaller than the probability value of 0.05. 
So it can be concluded that the competence of human resources and organizational culture simultaneously affect the quality of service in the Work Area of ​​the Batudaa District Health Center. Furthermore, the results of the determination test show that the level of influence simultaneously between the variables X1, X2 on Y is 72.20%. While the remaining 28% is influenced by other factors that are not included in the research variables such as new science and technology, shifts in community values, legal and ethical aspects. Meanwhile, the results of this study are in line with Moeheriono's theory, explaining that competence is very important and useful for producing high service quality. In line with the research results, in providing excellent service, it is necessary to make efforts to foster and develop HR professionalism because the quality of Human Resources (HR) has a very central role in a government organization in providing service to the community/public [15] 
Employees are the spearhead of the organizational role that is owned by an organizational structure that functions as a driver in the management of other resources so that they must be used properly and correctly and effectively and efficiently in accordance with the real roles and functions of the organization. To further develop the role of human resources, the development of government apparatus is directed at improving the quality of its services. The superior competence of each employee will contribute to the quality of service and as a final result will lead to perceptions of maximum service recipient satisfaction.

The unique characteristics of public services with users of public services, require more focus on employee competence as a dimension of service quality to form perceptions of satisfaction with the services provided to the community. The explanation means that employee competence as a dimension of service quality through the service process is a factor that influences good or bad service quality and the final process will determine the satisfaction rating felt by customers. Besides competence, organizational culture also has an influence on service quality. The background is that the motive for the existence of government agencies is to provide public services so that conditions within government agencies that can affect the quality of service, one of which is organizational culture. 
Then the stronger the organizational culture, the greater the encouragement of employees to optimize service to all customers. Organizational culture is an organizational glue that binds organizational members through shared values. Organizational culture is reflected in the daily behavior of its members, which means it is also a daily practice in the workplace. Service quality will improve along with the internalization of organizational culture. This This means that the stronger the organizational culture or agreed basic values, the better the quality of service produced.
1. CONCLUSION 
2. Human resource competence has a partial effect on Service Quality with an influence of 58.4% and a contribution rate of 63.4%. Thus, the hypothesis in this study suggests that the competence of human resources has a partial effect on service quality and has been proven and can be accepted. 
3. Organizational culture has a partial effect on Service Quality with an influence of 32.8% and a contribution rate of 26.6%. Thus, the hypothesis in this study suggests that organizational culture has a positive and significant effect on the quality of work services and has been proven and can be accepted. 
4. Human Resource Competence and Organizational Culture simultaneously have a positive and significant effect on Service Quality with an effect of 37.2% and a contribution rate of 72.20%. Thus, the hypothesis in this study assumes that the competence of HR and Organizational Culture simultaneously has a positive and significant effect on Service Quality, which has been proven and can be accepted. 
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