QUALITY OF EDUCATION SERVICES WITH THEIR IMPACT ON
STUDENTSATISFACTION
(Survey at the Vocational Academy in Bandung City)

Fathur Darajat Surahman', Dedi Mulyasana?, Ani Yunaningsih®
Program Studi Magister Manajemen

Universitas Langlangbuana

fd.surahman@gmail.com', dedi.mulyasana@gmail.com?,
aniyunaningsih@gmail.com?

Abstract : Referring to the importance of the role of tertiary institutions in producing competent
graduates who are able to compete in the global era, it is important to providequality education
services. Feeling dissatisfied, satisfied or very satisfied will affect the next action. Students who
are satisfied will convey positively about the educational services received. The purpose of this
study was to determine how much influence the quality of education services and professional
competence had on student satisfaction. The method used in this study is a quantitative method
with verification analysis. This study tested the hypotheses to make decisions inductively or
generalized, so this research is confirmatory. This study uses a data collection technique that is a
questionnaire. Determination of the number of samples used by the author in the study based on
the Slovin method because the known population is more than 100 respondents. and analysis
using SPSS version 25.The quality of education services partially has a significant effect on
student satisfaction. This indicates that if the Quality of Education Services has been prepared
and cared for properly, the students at the Vocational Academy in Bandung City will feel satisfied

and give a positive response to the campus.
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INTRODUCTION

Indonesia, which has thousands ofislands
and millions of people, has never been separated
from the study of the education of its nation's
children. The role of education itself for
Indonesia is very important to give birth and
create a quality generation. The progress of the
times supported by communication and
information technology can deliver today's
generation to an advanced civilization, to
achieve a quality generation, it is necessaryto
create an educational program that is organized
and managed professionally. The management
of educational programsthat are professionally
managed is an institution that can carry out
management functions, is consistent in carrying
them out, and is sustainable in managing
resources so that educational goals are achieved
to educate the nation. Education is very
important and occupies a central position in
development because it is oriented toward

improving the quality of human resources.
Education is a process of transforming cultural
values as an activity of cultural inheritance from
one generation to another.These cultural values
undergo a process oftransformation from the
previous generation to the present and future
generations

At this time, the development of higher
education in Indonesia is a hope that is used as
abenchmark to face the problemsand challenges
of globalization in the worldof higher education.
This is because there are many universities in
Indonesia. Based on the data available at
https://pddikti.kemdikbud.go.id/, there are4,593
universities recorded, with details of 3,044
private universities, 1,240 foreign universities,
122 state universities, and official universities.
as many as 187 universities.
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Referring to the importance of the role of
tertiary institutions in producing competent
graduates who can compete in the global era, it
is important to provide quality education
services. The implementation of quality
education is expected to be able to develop the
potential of students to the maximum and
provide opportunities for students to develop
interests, talents, and competencies that must be
mastered so that they are ready to compete and
make apositive contribution to the progress of
the nation.

The success of a university can be measured
by the satisfaction of its students. This is in line
with Wijaya (2012: 75) who argues that
customer satisfaction with educational services
is one of the determinants of success.

Feeling dissatisfied, satisfied, or very
satisfied will affect the next action. Satisfied
students will convey positively about the
services they use/consume. Dissatisfied
students will react differently. Dissatisfied
students may try to reduce their dissatisfaction
by leaving or moving to

another college or try to reduce dissatisfaction
by seeking information that can reinforce the
high value of the service (avoiding information
that might reinforce their low score). If the
institution raises student expectations too high,
students may be disappointed if the institution
fails tomeet them. The institution sets student
expectations too low, so the institution cannot
attract enough prospective studentseven though
the students will be satisfied.

Ideally, if an academy/university can
provide good quality services, along with good
competence from teachers and teaching staff, of
course, this will show the extent to which an
academy/university can lead to good
accreditation as well. However, based on data
obtained from BAN-PT (National Accreditation
Board — Higher Education) on its website
https://www.banpt.or.id it can be seen that there
are still many universities with accreditation
below A or Very Good. The following is a list
of universities domiciled inGreater Bandung:
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Table 1. Colleges in Greater Bandung
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Universitas Langlangbuana

Univeritas Pasundan

Universitas Pendidikan Indonesia
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Based on the table data above, it can be
described from 53 universities, both privateand
public in the Kopertis Region IV Greater
Bandung Region, Higher Education Institutions
that have A accreditation are 8 PT or 15%, then
followed by PT with C accreditation, namely20
PT or by 38% and 23 Universities have
Accreditation B or 43%. This fact shows that
there is a core problem, namely the lack of
universities with the best standards.There are
still many universities that have C accreditation
at a glance, describing the condition that the
quality of the existinguniversities is still low.
This factis not in linewith the expectations of the
government which has issued a circular letter to
encourage an increase in the performance of
academic services which is reflected in the
acquisition of institutional accreditation and
accreditation of good study programs.

Seeing the phenomenon of the accreditation
of vocational academies inBandung which is
still below the best standard, as well as several
management problems that occur, the
vocationalacademy needs to carry out several
developments including in terms of human
resources through excellent service. this isalso
seen in the accreditation of institutionsthat are
still at rank C (based on the data listed in the
BAN-PT).

In addition, in terms of the quality of
services carried out in almost all vocational
academies in the city of Bandung, there is one
common problem. Due to the development of
vocational academies in

W onNus B 2017
| 44 |
B Universitas Kebangsaan ~ Bak 2020

A 2017
B 2017
B
A 2018

A 2021

2018

2020

'.>IU:J

the city of Bandung and academic servicesthat
are less than excellent, this is since all the
attention emphasized by the management of the
pharmacy academy in general only prioritizes
the number of new student admissions without
anyconsideration of increasing the quantity and
quality of teachers and teaching staff to support
academic activities. So what happens is that the
comparison between students and lecturers and
teaching staff isnot proportional. So that the
lack ofcompetent lecturers and teaching staff is
also an existing problem.

In simple terms, educational servicescan be
interpreted as educational services. The word
service itself has several meanings, ranging
from personal service toserving as a product.
Before discussingeducational services further,
we will first discuss the definition of service
according to several experts, so that this
discussion can be understood comprehensively.
Kotlerand Keller (2016) define service as any
action or activity that can be offered toanother
party, which is essentially intangible and does
not result in ownership of anything, the
production of services maybe related to physical
products or vice versa. Education as a service
product is something that is intangible but can
meet the needs of users of educational services
that are processed by using or not using thehelp
of physical products where the process that
occurs is an interaction between service
providers and service users that does not result
in the transfer of
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rights or ownership.Services include all
economic activities that produce outputs inthe
form of non-physical products or constructions,
which are usually consumed when they are
produced and add value to the form, such as
practicality, suitability, comfort, and health,
which in turn the pointis to appeal to the taste
buds first. Meanwhile, education services are
complex services due to their labor- intensive
and capital-intensive nature. Thus, Education
Services are all activities related to education
that prioritize service inthe process

Based on the background of the problemthat
has been described, the following problems can
be identified: How much influence the Quality
of Educational Services on student satisfaction
at the Vocational Academy in Bandung. Based
on the formulation of the problem and the
framework of thought above, the authors
conclude the tentative hypothesis in this study,
which is as follows:1) The quality of education
services on student satisfaction at the vocational
academy in Bandung hasa positive effect,

METHODS

The type of research method used is
verification with a quantitative approach and
the existing problems are limited by the
formulation of the problem.Sugiyono(2018: 55)
states that the verificationresearch method is a
method that aims to determine the relationship
between two or more variables. This method is
also used totest the effect or form of a causal
relationship between the problem being
investigated or proposed in the hypothesis.

Depending on the purpose, this research isto test
hypotheses to make decisions inductively or
generalize, so this research isconfirmatory. This
study uses a datacollection technique that is a
questionnaire. Determination of the number of
samples used by the author in the study based
on the Slovin method because the known
population is more than 100 respondents. and
analysis using SPSS version 25.

RESULTS AND DISCUSSION

Verificative Analysis Results
Path analysis is used to determine the direct
and indirect effects of a set of variables, as

variables (YY) as variables. Because the method
used is path analysis, it is necessary to do the

independent variables (X), to other variables calculation with the Product Moment
which are dependent Correlation Coefficient
Table 2. Pearson Correlation Coefficient
Correlations
Kualitas
Layanan Kepuasan
Pendidikan Mahasiswa
Kualitas Layanan Pearson Correlation 1 .885™
Pendidikan Sig. (2-tailed) .000
N 80 80
Kepuasan Mahasiswa Pearson Correlation .885™ 1
Sig. (2-tailed) .000
N 80 80
**_ Correlation is significant at the 0.01 level (2-tailed).
5
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The table above explains the correlation
analysis between research variables, the results
of the correlation analysis are interpreted as
follows: The correlation valueobtained between
the Quality of Educational Services (X1) and
Student Satisfaction (Y) is 0.885. The
correlation value of 0.885 based on the
guideline for interpretation of the correlation
coefficient is

included in the category of high relationship.
This will later be used in the calculation of the
coefficient of determination, to calculate the
magnitude of the indirect effect of the
independentvariable on the dependent variable.

Based on calculations with SPSS ver 25,it can
be seen that the results of the path coefficient
calculations are as follows:

Table 3. Coefficient
Coefficients®

Unstandardized Standardized

Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) -9.535 1.302 -7.323 .000
Kualitas Layanan 511 .015 714 34.626 .000

Pendidikan

a. Dependent Variabel: Kepuasan Mahasiswa

In the table above in the Standardized
Coefficients column, there are respective path
coefficients of the X1 and X2 variables

to Y. The path coefficient of the Education
Service Quality variable (X1) on student
satisfaction (Y) is pyx1 of 0.714 or 71.4%.

€=0.286
1
|
1
vx1=0,714 |
= v
Kualitas Layanan Kepuasan Mahasiswa
Pendidikan
()
(X1

Figure 2. X1 to Y Empirical Causal Relationship Path Diagram

Hypothesis testing

To prove whether the hypothesis states that
the Quality of Educational Services and
Professional Competence of Lecturers

Partial Hypothesis Test Results (t-test)
Partial or individual testing with test

statistics to be used is t-test with degrees of
freedom n-k-1 which means 86-2-1 = 83

affects Student Satisfaction, it is necessaryto
test the hypothesis.
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Table 4. Partial Testing of the Effect of Education Service Quality Variables onStudent

Satisfaction

Coefficient

Path t-count

Structural

t-table P-value Result

PYX] 0,714 34,626

HO is
rejected,
there is an
influence
between X1
and Y

1,988 0,000

Based on table 4.12, it can be seen thatthe t-
count of X1 is 34,626, and X2 is 22,619.
Furthermore, with (n-k-1), 86-2-1 =83 which is
at the probability level (a) 0.05,the t-table value
is 1.988, the decision is:

Diaerah Penolakan Ha

Daerah
Penerimaan Hy

1) t-count of X1 which is 34,626 is greater than
the t-table of 1,988 which means that there is an
influence between X1 and Y. Thestatement can
be described as follows:

Daerah Penclakan Hq

-1,988

1,988 Thirme = 34,626

Figure 3. Partial Hypothesis Testing Curve X1 Against Y

Based on Figure 3, it is known that,
according to the test criteria, if t-count > t- table,
then HO is in the rejection area, meaning that HO
is accepted and X1 and Yhave an effect. Based
on this, hypothesis No. 1 is suspected that the
Quality of Educational Services (X—1) has a
partial effect on Student Satisfaction.

Research findings with the calculation ofthe
partial hypothesis test analysis (t-test) that has
been carried out by researchers regarding the
effect of Education Service Quality on student
satisfaction show positive and significant
results on the level of student satisfaction. This
also shows thatthe level of student satisfaction is
influenced by several factors in the Qualityof

Educational  Services, namely, physical
evidence (tangible), empathy (empathy),
reliability (reliability), responsiveness

(responsiveness), and certainty(assurance). The
quality of education services is a benchmark
whether by procuring good quality services, a
feeling of

satisfaction will emerge in students, which is
when students are satisfied with the services
provided, students will also have a positive
impact on the campus.

The findings of this study support the
theory stated by Kotler and Armstrong(2018)
who they say that service quality isthe totality
of forms of characteristics ofgoods or services
that show their ability tosatisfy customer needs,
both  tangible and intangible. Student
satisfaction will bedeclared good if the services
provided bythe campus are also good, and vice
versa. The results of this study are also
supported by research by Huwaida, H., &
Imelda, S. (2018), with a study entitled "The
Effect of Quality Education Services onStudent
Satisfaction in the Department of Business
Administration at the Banjarmasin State
Polytechnic." From this study, it wasfound that
there was a significant influence between

service quality and student
satisfaction.
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CONCLUSION

Based on the results of the analysis and
discussion on the effect of the Quality of
Educational Services and Lecturer Professional
Competence on  Student  Satisfaction,
conclusions and suggestions can be drawn as
follows: 1) Quality of Education Services affects
StudentSatisfaction. This indicates that if the
Quality of Education Services has been

prepared and cared for properly, thestudents at
the Vocational Academy in Bandung City will
feel satisfied and give a positive response to the
campus. And vice versa if the campus is not able
to provide good quality education services, then
the students will feel disappointed and
dissatisfied with the campus and will give a
negative response to the campus.
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