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ABSTRAK 

 

Servant leadership merupakan gaya kepemimpinan yang mengutamakan 

pelayanan kepada bawahan dan berorientasi pada pengembangan pegawai, yang 

diyakini mampu meningkatkan keterlibatan serta kinerja pegawai dalam 

organisasi pelayanan publik. Penelitian ini bertujuan untuk menganalisis pengaruh 

servant leadership terhadap kinerja pelayanan di Kantor Imigrasi Kelas I TPI 

Jambi, dengan employee engagement sebagai variabel mediasi. Metode penelitian 

yang digunakan adalah kuantitatif dengan pendekatan deskriptif. Responden pada 

penelitian ini adalah seluruh pegawai Kantor Imigrasi Kelas I TPI Jambi pada 

bagian pelayanan paspor sebanyak 40 orang. Pengumpulan data dilakukan melalui 

kuesioner dan dianalisis menggunakan metode Structural Equation Modeling 

(SEM) dengan bantuan perangkat lunak SmartPLS. Hasil penelitian menunjukkan 

bahwa servant leadership secara langsung berpengaruh positif dan signifikan 

terhadap employee engagement namun berpengaruh tidak signifikan terhadap 

kinerja pelayanan. Selain itu, employee engagement juga berpengaruh positif 

signifikan terhadap kinerja pelayanan, serta mampu memediasi hubungan antara 

servant leadership dan kinerja pelayanan. Temuan ini mengindikasikan bahwa 

implementasi gaya servant leadership dapat meningkatkan keterlibatan pegawai 

yang pada akhirnya berdampak pada peningkatan kualitas pelayanan publik. 

 

Kata kunci: Servant Leadership, Kinerja Pelayanan, Employee Engagement,  
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ABSTRACT 

Servant leadership is a leadership style that prioritizes service to subordinates 

and is oriented towards employee development, which is believed to be able to 

increase employee engagement and performance in public service organizations. 

This study aims to analyze the effect of servant leadership on service performance 

at the Jambi Class I TPI Immigration Office, with employee engagement as a 

mediating variable. The research method used is quantitative with a descriptive 

approach. The respondents in this study were all 40 employees of the Jambi Class 

I TPI Immigration Office in the passport service section. Data collection was 

carried out through questionnaires and analyzed using the Structural Equation 

Modeling (SEM) method with the help of SmartPLS software. The results showed 

that servant leadership directly has a positive and significant effect on employee 

engagement but has a positive insignificant on service performance. In addition, 

employee engagement also has a significant positive effect on service 

performance, and is able to mediate the relationship between servant leadership 

and service performance. These findings indicate that effective implementation of 

servant leadership can increase employee engagement which ultimately has an 

impact on improving the quality of public services.  

Keywords: Servant Leadership, Employee Engagement, Service Performance,  
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