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ABSTRACT 

 

Public organizations as a place for providing services to the community must be supported by quality 

human resources. This is inseparable from the human resource development system, in creating superior 

human resources and having good performance so that the services provided can increase public 

satisfaction. The purpose of this study was to determine the impact of human resource development on 

public service through employee performance of center Mamuju. This research is a quantitative type of 

research, which is conducted at the Civil Service and Civil Service Agency, Population and Civil Registry 

Office, and five District Offices in Central Mamuju Regency. The sample in this study amounted to 102 

people. Data collection was carried out through distributing questionnaires, observations, interviews, and 

supporting documents related to the research topic. The results showed that the development of human 

resources through employee performance influenced the quality of public services in Central Mamuju 

Regency with an F calculated value of 15.668. greater than the F table, which is 3.09. For the probability 

value, the value is 0,000, smaller than 0.05. 
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INTRODUCTION 

The industrial revolution 4.0 marked by the process of digitizing and using electronic 

devices to achieve efficiency values (Lestari et al., 2019), has an impact not only on the 

industrial sector but also on the process of providing public services, (Gruber, 2019; Lestari et 

al., 2019; Rennung et al., 2016; Roblek & Krapes, 2016). As seen from the innovations made by 

several public and private organizations in improving the quality of customer-oriented service, 

(Classen & Friedli, 2019; Eprilianto et al., 2019; Padovano et al., 2018). 

The success of private organizations in making service innovations cannot be fulfilled by 

public organizations. Human resource (HR) capacity is one of the reasons for the failure to 

implement service innovation in public organizations (Atthahara, 2018; Sudarmi et al., 2019; 

Thamrin et al., 2017; Wardani, 2019), where employees still have an understanding and 

minimal skills regarding the use of technology, (Atthahara, 2018). This then reinforces the view 

(Yabanci, 2020) that HR is an important asset for organizations in carrying out activities, in 

other words, the goal of the organization will be achieved if it is supported by quality human 

resources. 

The importance of human resources in the organization must be supported by the 

implementation of planned and sustainable human resource development (Andaria et al., 2020). 

It is intended that HR can work optimally in achieving goals that are in line with the vision and 

mission of the organization, (Murniyanti, 2014). The implementation of HR development can be 
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directed at learning opportunities related to the quality and skills of employees (Tarigan & 

Nasution, 2014; Werner & DeSimone, 2012; Yabanci, 2020). As an initial step in HR 

development, it can be done through career development and employee talent assessment 

(Yabanci, 2020).  

As a new autonomous region, Central Mamuju District should develop human resources. 

Because from the author's initial observations, the new autonomous regions have low human 

resource capacity, human resources work not according to their talents and skills. When 

someone's working is not by their abilities, it will have an impact on work results that are not 

optimal, and according to the viewpoint (Nyberg et al., 2013) the success of an organization is 

measured by employee performance. 

Also, one of the goals of the formation of new autonomous regions is to improve the 

performance of public services to realize the quality and quantity of services (Syukur, 2015), but 

this is still difficult to achieve. Government employees in the Mamuju Regency in the middle of 

providing services still use methods that have long been abandoned by government employees 

in general. When other government employees provide services using technology, government 

employees of the Central Mamuju district still use manual services. 

According to the phenomena above, this study aims to analyze in-depth the effect of 

human resource development on public services in Central Mamuju Regency through employee 

performance. It is hoped that the results study can be used as input and consideration for the 

Central Mamuju Regency government in developing human resources so that the objectives of 

regional autonomy can be achieved 

 

 

METHOD 

 

By the background previously described, this study discusses the effect of human 

resource development on public services in Central Mamuju District through employee 

performance, using quantitative methods. The research data obtained from questionnaires 

distributed to 102 samples, which were further strengthened by the results of observations, 

interviews, and documents related to the research topic. After the research data was collected, 

the authors analyzed the data using the multiple linear regression method, this study consist of 3 

variables, namely human resource development as an independent variable, public service as the 

dependent variable, and employee performance as an intervening variable. 

RESULT AND DISCUSSION 

Result 

Descriptive Human Resource Development 

The human resource development variable in this study was measured through 4 

questions, which presented indicators of the HR development variable, which consisted of 1) 

Education, and 2) Training. The results of the descriptive analysis of the HR development 

variables are presented in the following table: 
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Table 1. 

Descriptive Statistics of HR Development Variables 

 N Minimum Maximum Mean Std. Deviation 

Education 102 6 10 9.28 .860 

Training 102 7 10 8.96 .770 

Valid N (listwise) 102     

Source: Results of Data Processed Using SPSS 16.0 

The table above shows that in human resource development (HR) based on the mean 

value of the two indicators, namely education, and training, education makes a greater 

contribution to human resource development. 

Descriptive Employee Performance 

Measurement of employee performance variables in this study was carried out through 

5 questions that presented indicators of employee performance variables, which consisted of 1) 

service orientation, 2) commitment, 3) initiative, 4) cooperation and 5) leadership. The results of 

the descriptive analysis of the service quality variables are presented in the following table: 

Table 2. 

Descriptive Statistics Of Employee Performance 

 N Minimum Maximum Mean Std. Deviation 

Service Orientation  102 3 5 4.57 .517 

Commitment 102 3 5 4.65 .500 

Initiative 102 4 5 4.77 .420 

Teamwork 102 4 5 4.80 .399 

Leadership 102 3 5 4.55 .607 

Valid N (listwise) 102     

Source: Results of Data Processed Using SPSS 16.0 

From table 2 above, according to the mean value of the employee performance variable 

indicators, the cooperation indicator provides a large contribution compared to other indicators. 

Also, for the minimum value of the five indicators of employee performance variables, the 

indicators of service orientation, commitment and leadership have a value of 3, while the 

indicators of initiative and cooperation have a value of 4. For the maximum value of the five 

indicators, they get the same value, namely 5. 

Descriptive of Public Service Quality 

The variable of public service quality in this study, the measurement was carried out 

through 5 questions, which presented indicators of public service variables, which consisted of 

1) Reliability; 2) Tangibles; 3) Responsiveness; 4) Assurance, and: 5) Empathy. The results of 

the descriptive analysis of the service quality variables presented in the following table: 



132     Jurnal Administrare: Jurnal Pemikiran Ilmiah dan Pendidikan Administrasi Perkantoran 

  Volume 8 Issue  1, January-June 2021. Pages 129-142 
 

 
Table 3. 

DescriptiveVariable Public Service Quality 

 N Minimum Maximum Mean Std. Deviation 

Reliability 102 4 5 4.68 .470 

Tangibles 102 4 5 4.47 .502 

Responsiviness 102 4 5 4.58 .496 

Assurance 102 3 5 4.64 .503 

Empaty 102 3 5 4.51 .522 

Valid N (listwise) 102     

Source: Results of Data Processed Using SPSS 16.0 

By results of the descriptive analysis of the public service quality variables that have 

been presented in table 3 above, it can be seen that the reliability indicator makes a big 

contribution to the quality of public services, which is followed by assurance, which has a mean 

difference of only 0.04. 

 

Regression Analysis The Effect of Human Resource Development on Quality of Public 

Services. 

The impact of human resource development on the quality of public services can be seen 

from the results of the analysis using a simple linear regression method. The results of the 

analysis pay attention to the calculated F value and the significance probability value obtained 

from data management using SPSS 16.0, which is presented in the table, as involved below: 

Table 4. 

Regression Analysis The Effect of Human Resource Development on Quality of Public 

Services 
 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 9.965 1 9.965 4.094 .046
a
 

Residual 243.378 100 2.434   

Total 253.343 101    

a. Predictors: (Constant), HRD   

b. Dependent Variable: Public Service    

Source: Results of Data Processed Using SPSS 16.0 

As previously described, the number of respondents or samples in this study was 102 

people, so that the F table value of this study was 3.94. Based on table 4 above, the calculated F 

value is 4.094. This means that the F count is greater than the F table, which is 3.94. The 

significance probability value obtained is 0.046, smaller than 0.05. This means that human 

resource development has a significant effect on the quality of public services because the 

calculated F value obtained from the results of data analysis is greater than the F table value. 
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Regression Analysis The Effect of Human Resource Development on Employee 

Performance 

To determine the effect of human resource development on employee performance, an 

analysis was carried out using a simple linear regression method. The results of linear regression 

analysis on this variable still pay attention to the calculated F value and the significance 

probability value obtained from data management using SPSS 16.0, which is presented in the 

table, as seen below: 

Table 5. 

Regression Analysis The Effect of Human Resource Development on Employee 

Performance 

 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 9.825 1 9.825 8.108 .005
a
 

Residual 121.166 100 1.212   

Total 130.990 101    

a. Predictors: (Constant), HRD   

b. Dependent Variable: Employee Performance    

 Source: Results of Data Processed Using SPSS 16.0 

From the results of the simple linear regression analysis shown in Table 5 above, it is 

known that the calculated F value is 8.108. This means that the F count is greater than the F 

table, which is 3.94. For the significance probability value, the result is 0.005, smaller than 0.05. 

This means that HR development has a significant effect on employee performance. 

 

Analysis of Employee Performance Regression on Quality of Public Services 

Employee performance on Public Service Quality is known from the results of the 

analysis using the simple linear regression method, taking into account the calculated F value 

and the significance probability value. The analysis results are presented in the table, as 

involved below: 

Table 6. 

Analysis of Employee Performance Regression on Quality of Public Services 

 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 59.740 1 59.740 30.857 .000
a
 

Residual 193.603 100 1.936   

Total 253.343 101    

a. Predictors: (Constant), Employee    

Performance 

   

b. Dependent Variable: Public Service Quality    

 Source: Results of Data Processed Using SPSS 16.0 

 

Based on table 6 above, the calculated F value is 30.857. This means that the F count is 

greater than the F table, which is 3.94. The significance probability value is 0.000, less than 
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0.05. This means that employee performance has a significant effect on the quality of public 

services. 

. 

Regression Analysis of the Impact of Human Resources Development on Public Service 

Quality through Employee Performance 

The impact of human resource development on the quality of public services through 

employee performance is known from the results of the analysis using multiple linear regression 

methods. The results of the analysis pay attention to the calculated F value, the significance 

probability value, and the constant value obtained from data management using SPSS 16.0, 

which is presented in the Anova table and the Coefficients table below: 

Table 7. 

Regression Analysis of the Impact of Human Resources Development on Public Service 

Quality through Employee Performance 

ANOVA 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 60.909 2 30.454 15.668 .000
a
 

Residual 192.434 99 1.944   

Total 253.343 101    

a. Predictors: (Constant), Employee Performance, HR Development   

b. Dependent Variable: Public Service Quality   

Source: Results of Data Processed Using SPSS 16.0 

Table 8. 

Coefficients  of the Impact of Human Resources Development on Public Service Quality 

through Employee Performance 

Coefficients 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

1 (Constant) 5.792 3.315  1.747 .084 

HR Development .107 .137 .071 .776 .440 

Employee 

Performance 
.648 .127 .466 5.119 .000 

a.Dependent Variable:Public Service Quality    

Source: Results of Data Processed Using SPSS 16.0 

 

Human resource development influences the quality of public services through employee 

performance if the calculated F value obtained in the Anova table from the results of data 

analysis is greater than the F table value, and based on table 7 above, the calculated F value 
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obtained is 15.668, greater from F table that is 3.09. For the significance probability value in the 

Annova table, the value is 0,000, smaller than 0.05. This means that human resource 

development has a significant effect on the quality of public services through employee 

performance. 

Furthermore, the constant value shown in table 8 is 5.792, indicating that public services 

with human resource development and employee performance will increase by 5.792. Also, if 

human resource development is equal to zero, then the value of public services is 0.107. When 

human resource development has increased by 1 unit, then public services will increase by 

0.107. Furthermore, if the employee's performance is equal to zero, then the value of public 

service is 0.648. When employee performance has increased by 1 unit, then public services will 

increase by 0.648. 

 
Discussion  

The Impact of Human Resource Development on Public Services 

Human resource development is an activity carried out to improve the abilities, skills, and 

knowledge of employees (Werner & DeSimone, 2012; Yabanci, 2020). Human resource 

development carried out in Mamuju Tengah District includes providing education and training. 

Human resource development through education and training directed at shaping employee 

figures as state servants who provide services to the community in a professional, fair and 

equitable manner. 

The results of data analysis showed that the mean value of education in human resource 

development was 9.28, and the mean value for training was 8.96. The mean of the two 

indicators is greater than the standard deviation. It shows that the human resource development 

variable is in a fine category. It was also known that education provides a greater contribution to 

the development of human resources. 

Training has differences, so there are often differences in the impact on human resource 

development. Education is more aimed at increasing general knowledge and understanding as a 

whole (Practical Theory), while training leads to an effort to increase the knowledge and skills 

of employees to do certain jobs (practical theory). 

Most of the employees who work in public service agencies in the Mamuju Tengah 

District have higher educational backgrounds. From the research data, it shows that 83.34% of 

employees have backgrounds, namely graduates of Diplomas, Bachelors and Masters. Only 

about 16.66% of employees have a high school education background/equivalent. The high 

level of employee education is supported by the employee recruitment system in Central 

Mamuju District. One of the requirements that must be met for prospective employees is the 

level of education that has at least a Diploma and Bachelor's degree. Thus, in general, a 

Bachelor's education background takes precedence. 

Also, employee awareness of the benefits of education for careers and job responsibilities 

is a supporting factor for the high education of employees in Central Mamuju District. Even 

though employees do not get tuition assistance from the local government, and have to pay their 

expenses, it does not discourage employees from continuing their education. Government 

efforts to support employee education, namely by permitting employees to continue their 

education, both within the region and outside the region. 
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Employees' awareness of continuing education, according to the viewpoint (Tomlinson, 

2012), is a potential for digging themselves up to better understand the work they are currently 

doing. Besides that, according to the opinion (Sato et al., 2021), employee education can 

increase knowledge about the profession or job that is being done so that employees can apply 

the theories obtained in carrying out work. 

Furthermore, about providing training for employees, the Central Mamuju Regency 

government carried out the provision of basic training for new employees. Also, the government 

provided other employees with other training, which was following their respective fields, such 

as training. and financial management education, training and education for the procurement of 

goods and services, training and education for mental revolution. However, the implementation 

of the training is not carried out routinely and is only intended for certain people who hold 

important positions in the organization.  

The provision of training should be provided to all employees, especially employees who 

work in the field of public services because their duties are directly related to the community. 

According to the view (Yabanci, 2020), providing training can realize agencies in achieving 

goals, through the skills, skills, and attitudes of employees. So this shows that providing training 

for employees is very necessary to achieve organizational goals in Central Mamuju District to 

provide optimal service. From the findings (Chiang et al., 2015) it is also known that providing 

training will provide valuable experience to employees, which in turn can affect employee work 

results, so that employee performance improves, which then has a positive impact on 

organizational performance. 

Human resource development in Central Mamuju District, although there are still 

shortcomings in terms of providing training, does not affect human resource development, so it 

can be said that human resource development in Central Mamuju District has been going well. 

This is also in line with the results of research conducted by (Pakpahan et al., 2014) where the 

provision of training does not have a significant effect on employee performance such as 

education, but its role in developing employee performance at the Regional Civil Service 

Agency of Malang City is quite good. 

The implementation of good human resource development can realize the provision of 

quality services to the community. The results of the research analysis showed that the 

significance value of human resource development was 0.046, less than 0.05. This means the 

development of human resources in public service agencies in Central Mamuju District has a 

significant effect on the quality of public services. When employees have good education and 

skills, providing services will result in good service quality. 

From the data analysis of research in public service agencies in Central Mamuju 

Regency, namely the Office of the Education and Training Personnel Agency, the Population 

and Civil Registration Service, the Tobadak District Office, the Topoyo District Office, the 

Panigale District Office, the Karossa District Office, and the Budong-Budong District, shows 

that the five indicators used to observe service quality in Central Mamuju Regency, namely 

reliability, tangibles, responsiveness, assurance, and empathy, as previously described, have a 

mean value greater than the standard deviation, which means the quality of public services in 

Central Mamuju Regency. are in a good category. 

The educational background of the employees of the public service agencies of Central 

Mamuju Regency, who are in the good category, is one of the supporting factors for the quality 

of service in the Central Mamuju Regency. Because with education, employees have an 
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understanding and knowledge of the procedures for providing good services to the community, 

which they get from formal education and the implementation of education and training held by 

the government. 

Employees in the public service agency of Central Mamuju Regency have also 

understood that the most important thing in providing services to the community is community 

satisfaction. So that in providing services to the community, employees, and leaders make 

standard operating procedures which they use as guidelines in providing services. Employees 

also understand that in providing services to the community, the appearance of employees can 

affect the level of community satisfaction. So that in providing services, employees always try 

to give their best appearance by dressing neatly, giving a smile to the community, and being 

friendly. This action is carried out by employees to provide a good perception to the community 

about the services provided. This is in line with the findings of research conducted by (Nur & 

Seran, 2019) that the most important thing in providing services to the community is how public 

service can build customer perceptions. 

On the other hand, employees also understand that in the process of providing services, 

the community needs a clear time for completion, so that employees always provide information 

to the public about the time they need to complete what the community wants. When the work 

cannot be completed on the same day, the employee will encourage the community to come the 

next day at the set time. 

Time certainty in providing services is needed because most of the causes of service in 

public organizations are categorized as not quality due to the inability of service providers to 

provide certainty of time. As the results of research conducted by (Anindita & Dwimawanti, 

2016) that of the five indicators of public services, two indicators of service still get a poor 

rating. One of the indicators is assurance, where the indicator is related to the ability of 

employees to provide certainty about the time for completing the service. 

Furthermore, about the effect of training on public services in Central Mamuju District, it 

is known that they have applied the experience of the employees they received from 

implementing the training in providing services. One example of implementing the results of 

employee training is the procurement of goods. Employees at public service agencies in Central 

Mamuju Regency have procured goods that are very much needed by the community during the 

public service process, such as adding waiting seats.  Where before the existence of training on 

procurement of goods, employees only prepare a few waiting chairs, but after training, 

employees increasingly understand that procurement of goods is not only related to the real 

evidence of the goods, but procurement of goods must be following needs, and most 

importantly for public service agencies, procurement of goods can affect the level of satisfaction 

and public trust in the organization and make it easier for employees to carry out their duties. 

 

The Effect of Employee Performance on Public Services 

Performance is basically what employees do or don't do. Performance can also be said to 

be a comparison between work results and work standards that have been determined. Employee 

performance is very important for an organization so that every organization will make efforts 

to improve employee performance based on the results of employee performance appraisals. 

In the public service agency of Central Mamuju Regency, an assessment of employee 

performance is carried out by taking into account five indicators of performance variables, 

namely: service orientation, commitment, initiative, cooperation, and leadership already in the 
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good category. From the results of the research analysis described in the previous chapter, it is 

known that all variables have a mean value greater than the standard deviation. The 

performance of employees in Kabupaten Mamuju Tengah has a very good level of cooperation. 

The results showed that the value of employee cooperation in work was 4.80. Also, the 

level of employee initiative in work shows a value of 4.77. Apart from cooperation and 

initiative, employees also have a good commitment. The results showed a value of 4.65. For 

service orientation and leadership, the results of the presentation are greater than 4.50. 

Also, from the data of simple linear regression analysis, it is known that the significance 

probability value obtained is 0.000, less than 0.05. This means that the performance of 

employees in Central Mamuju District has a significant effect on the quality of public services. 

Judging from the service orientation indicators, employees in providing services to the 

community are friendly, the behavior of employees while providing servants is very polite. 

Employees do not allow the community to wait a long time to get services, so this makes the 

community feel satisfied with the services provided by employees in the public service agency 

of Central Mamuju Regency. 

The commitment indicator, employees have the willingness to understand the desires of 

the community, this certainly facilitates communication between employees and the community 

during the service delivery process. So that the results of the service received are following the 

expectations of the community and provide a sense of satisfaction. Meanwhile, in the work 

initiative indicator, it can be seen that providing services to the community is getting easier. 

Employees have used online-based applications. The willingness of employees to innovate on 

work provides good performance results. Whereas in the indicators of cooperation, employees 

make cooperative relationships as the right solution when facing problems in providing services 

to the community, so that the services provided produce maximum efficiency and usefulness. 

The most important thing in providing public services is the impact of a leader. In the 

public service agency of Central Mamuju Regency, the leader has carried out his role as well as 

possible. Leaders are active in motivating employees to work optimally. This certainly 

encourages employees to carry out their responsibilities. 

The results of this study which found a positive influence on employee performance on 

public services have the same results of research conducted by (Mananeke et al., 2019) and 

(Bismawati, 2016) even though the performance indicators used are different. The results of the 

study (Bismawati, 2016) show that Individual Competence, Organizational Support, and 

Management Support which are indicators of employee performance simultaneously 

(simultaneously) have a significant effect on the quality of public services in the Regional 

Disaster Management Agency of Mamuju Utara Regency. Besides that, the results of the 

research (Mananeke et al., 2019) show that the performance of employees measured based on 

indicators of quality, quantity, implementation of duties and responsibilities has a positive effect 

on service quality at the Puskesmas, Lembeh Utara District, Bitung City. 

The Influence of Human Resource Development on Public Services through Employee 

Performance 

Providing human resource development in the form of training and education can help 

employees to realize good service quality, which is of course supported by the performance of 

the employees themselves. The results of the analysis of research data using multiple linear 
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regression, it is known that the calculated F value of 15.668. greater than the F table, which is 

3.09. For the probability value, the value is 0,000, smaller than 0.05. This means that human 

resource development has a significant effect on the quality of public services through employee 

performance. 

The knowledge, skills, and abilities of employees in public service agencies in Central 

Mamuju Regency obtained during education and training when they are expected to do their 

jobs will result in a good performance, which in turn will result in quality public services. 

Conversely, when employees are unable or trying to apply knowledge and experience while 

carrying out education and training, of course, it will not improve their performance, so that the 

services provided will not be able to satisfy the community. 

Based on education and employee training experience, the performance of employees at 

the Central Mamuju Regency public service agency is getting better, so this is what causes the 

quality of service in the Middle Mamuju Regency to be in a good category. Judging from the 

indicators of reliability in public services, employees in providing services to the community 

have been able to provide satisfying and reliable services wherein providing services, 

employees have understood very well what can satisfy the community. So that employees at 

work behave as well as possible and with high accuracy. 

The tangibles indicator, the quality of service to the community can be fulfilled, because 

employees have provided a good appearance, creating a safe, clean and cool office condition. 

And for the indicator of responsiveness, employees always welcome the community with a 

friendly smile, employees do not allow the community to wait without clarity, therefore every 

employee sees the community coming, the employee immediately goes over and asks the 

purpose of the community's arrival. 

For assurance indicators, employees can provide services following what they promised 

to the community. And from the indicators of empathy, employees can communicate well with 

the community, so this is what makes it easier for employees to understand the desires of the 

community, and the service delivery process can run smoothly 

 

CONCLUSION 

Human resource development (HR) through employee performance has a significant 

effect on public services in Central Mamuju District. Education has a great influence on HR 

development. A good level of education makes initiatives and employee cooperation relations 

better so that the provision of services to the community can be carried out appropriately and 

correctly. For the implementation of public services to be of higher quality in Mamuju Tengah 

District, the government needs to provide intensive training, so that employees not only have 

initiative and good cooperative relationships but also have commitment and leadership in 

carrying out their duties. Also, the Central Mamuju Regency government needs to increase the 

awareness of employees about their duties as state servants in providing services, so that 

employees can increase their responsiveness and empathy. 
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