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ABSTRACT 

 

This study examines the effect of work culture, organizational structure, and 

human resource competence on the public service operationalization strategy of 

Bank Indonesia, with the fraud auditing system as a mediating variable. The study 

is motivated by a widening gap between workload and resource availability in the 

currency management function. Between 2024 and 2025, the value of unfit currency 

destroyed rose by 47.32 percent to IDR 94.79 trillion, while the budget allocated to 

cash distribution and services declined by 8.42 percent. 

A quantitative survey approach was employed. The population comprised 

225 employees of the Currency Management Department of Bank Indonesia, from 

which 145 respondents were drawn using the Slovin formula at a 5 percent margin 

of error. Data were collected through a five-point Likert questionnaire covering 63 

indicators and analyzed using Partial Least Squares Structural Equation Modeling 

with SmartPLS. Hypotheses were tested through two-tailed bootstrapping with 

5,000 subsamples at the 5 percent significance level, using a critical value of 1.96. 

The results confirm nine of the ten hypotheses. Work culture and human 

resource competence significantly affect the public service operationalization 

strategy, whereas organizational structure shows no significant direct effect and 

even carries a negative path coefficient of −0.101. All three independent variables 

significantly affect the fraud auditing system, which emerges as the strongest 

determinant of service operationalization quality with a path coefficient of 0.495. 

All three mediated paths are significant, with human resource competence 

recording the strongest indirect effect at 0.176. Mediation testing therefore reveals 

two patterns: work culture and human resource competence are partially mediated, 

while organizational structure is fully mediated. The model demonstrates adequate 

explanatory power, with R-square values of 0.529 for the fraud auditing system and 

0.619 for the operationalization strategy, a Goodness of Fit of 0.626, and an SRMR 

of 0.050. 

The full mediation found for organizational structure constitutes the 

principal contribution of this study. Structural arrangement alone does not improve 

service quality; it does so only after strengthening the control mechanism. 

Accordingly, internal organizational reform should not be pursued in isolation from 

strengthening the fraud auditing system. 

Keywords: work culture, organizational structure, human resource competence, 

fraud auditing system, public service operationalization strategy, PLS-SEM.  
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ABSTRAK 

 

Penelitian ini bertujuan menguji pengaruh budaya kerja, struktur organisasi, 

dan kompetensi sumber daya manusia terhadap strategi operasionalisasi pelayanan 

publik Bank Indonesia, dengan fraud auditing system sebagai variabel mediasi. 

Penelitian dilatarbelakangi kesenjangan antara beban kerja dan ketersediaan 

sumber daya pada fungsi pengelolaan uang Rupiah. Sepanjang 2024–2025, nilai 

pemusnahan Uang Rupiah Tidak Layak Edar meningkat 47,32 persen menjadi 

Rp94,79 triliun, sementara beban distribusi dan layanan kas justru menurun 8,42 

persen. 

Penelitian menggunakan pendekatan kuantitatif dengan metode survei. 

Populasi berjumlah 225 pegawai Departemen Pengelolaan Uang Bank Indonesia, 

dan sampel sebanyak 145 responden ditetapkan melalui rumus Slovin dengan taraf 

kesalahan 5 persen. Data dikumpulkan melalui kuesioner berskala Likert lima 

tingkat yang memuat 63 indikator, kemudian dianalisis dengan Partial Least 

Squares Structural Equation Modeling menggunakan perangkat lunak SmartPLS. 

Pengujian hipotesis ditempuh melalui prosedur bootstrapping dua sisi dengan 5.000 

subsampel pada taraf signifikansi 5 persen dan nilai kritis 1,96. 

Hasil penelitian menunjukkan sembilan dari sepuluh hipotesis diterima. 

Budaya kerja dan kompetensi sumber daya manusia berpengaruh signifikan 

terhadap strategi operasionalisasi pelayanan publik, sedangkan struktur organisasi 

tidak berpengaruh signifikan secara langsung, bahkan dengan koefisien jalur 

bertanda negatif sebesar −0,101. Ketiga variabel bebas berpengaruh signifikan 

terhadap fraud auditing system, dan fraud auditing system merupakan penentu 

terkuat mutu operasionalisasi pelayanan publik dengan koefisien jalur 0,495. Ketiga 

jalur mediasi terbukti signifikan, dengan kompetensi sumber daya manusia 

mencatat pengaruh tidak langsung terbesar sebesar 0,176. Pengujian mediasi 

memperlihatkan dua pola, yaitu budaya kerja dan kompetensi sumber daya manusia 

bermediasi sebagian, sedangkan struktur organisasi bermediasi penuh. Model 

penelitian memiliki daya jelas yang memadai dengan nilai R-square sebesar 0,529 

pada fraud auditing system dan 0,619 pada strategi operasionalisasi pelayanan 

publik, Goodness of Fit sebesar 0,626, serta SRMR sebesar 0,050. 

Temuan mediasi penuh pada struktur organisasi menjadi sumbangan utama 

penelitian ini. Penataan struktur tidak dengan sendirinya menaikkan mutu layanan, 

melainkan baru berdampak setelah terlebih dahulu memperkuat mekanisme 

pengendalian. Implikasinya, pembenahan faktor internal organisasi sebaiknya tidak 

dijalankan terpisah dari penguatan sistem audit kecurangan. 

Kata kunci: budaya kerja, struktur organisasi, kompetensi sumber daya manusia, 

fraud auditing system, strategi operasionalisasi pelayanan publik, PLS-SEM.  
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