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Increasing Student Satisfaction Through Improving Service
Quality at Tourism Colleges in East Jakarta
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ARTICLE INFO ABSTRACT

Thais study dimes o smalyie the e of Bee srvive guality dimessions

Arkk sy o st satisfustion M privals universities in Bl Jikasta. The rescorch
Beornnl melrument comsisds of 28 guestsms armaneed aad ebrisctored B oo
Barnud varubbes, dimensions and  mclicibors psame e Liked scale. Dt
APl colleclion usiag questionsaires distributed vis Geogle form o 50

for volidity ond reliabality 1=ding and 300 people o= regesrch san !
The madaiple Nnear regression sethod i ised Toe cass analysis with fhe

Krymonk Belp of SPSS safiwaie, The stidys oesalis panially show s dwee
refiaki iy diminaiong of servics guality . nemehy Relinbilay  Empathy amd angibles,
e significamtly  affect - sudem  sbislaction.  Sull, dimmensinng of
finpes respunsivenes and mammee do oot ofecl shedent stsiaction.
dmgaihy Simalinnemisdy, five dimensions of service gaaline have a sizaificant
ughie effect om siudent sntisfaction.
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1. Iatredliaciini

Higher ¢docation in warism ax un sducational institwion strives to produce: superier bumun
mesaurees that con compeie ghishally . The prodiaabiliny. of tounsam and baspaaliny bosinesses depends
ai o eflactively they nensge Metr people fesouwrces (Fhong e al., 20221 To produce gualihed
Eradliekes, tourism el ecaton ol raining are crucil, However, majors oo i higher educition
crmitivie L encalnies significant obsiacles, and bow emplkivivent rates ane sl an lssioe {fhong et al,
A122 . Far this reason . applving a quality monsgensent system §0AMS) in edocation managemesnt nims
o nchieve student satisdoction, in this case, ox osomers. High competshon mihe higher edocation
sacior, sspecinlly privase anivernsities, hos broaght great oftention to the gaalety of sercicss thot con
increase stadent satisfaction and eefeemion rate (Leoenard, 2021 Privabe universities mmast pay
arkerdion o the quality of their educarion and servive ancumd neal products, Serviee gaality evaluation
ts bascl on cuswoimed astesfetion of especations, which congides bow well the keval of servics:
delivered is approprinie {Saadeen e al., 2020

Cislmmer satisfaclion nefers & a pemon's happinesa or dissstistacien with a product after
cumparing the produocts performance (resalts) bo what was anticipated {Kotber & Keller, 2006).
Studkent happiogss has proven 10 bean acoarale imslicaios of how' well the gual iy of service initialkves
e performming in instiomions (Kerdid etol, 20200 Soudemts perceptions of their acatbemic suweoess
arl their kel of stisfaction with the calibee of colbepe services have been linked in sodies (Ker®ie
et ul . 20200,

Fdueation management should be haknced with the provison of good services by folleswing
eslablished aeademic reguEaneos a5 a Pasis foe 2ildelinegs Tar mplamenting aciiviches by the achdemic
community. iciuding leaders, ecturers, staff and shadens. Coarrenilly, i the kigher educition secior.
measunng the guolsty of eduestion-related services is importeet i sapparting focused and langsied
improvement activities that ane highly centred on the nesds/neads of students (Lupe & Buscaring.,
Ji21}. In arder to synehmnize neademic regulations, commament from all rebevant parties s needed
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P I RTRTT ( Cy s te THelr Sevinies so mar e goals cin b achieved bn accondance with 1
visiom anal mission of the university . The pesdity in the Tield of serviee provided w sudents is i
field of academss service. A1 his me. qualing of service has become very imponmam Foe all
arpunizatione us it drives their murketing and finamcial performonce. B hes chunped 08 o oess=ninl
element of compelitivensss and ncks as a space % achieve competitive advanlage usmg service
differenfintion (Hamei et al., 2022}, Sludenis who receive high-qualiy acodemic services should be
ahile b satisfy their nesds, and they cun svaloobe the wervices they receive. To ochieve the same level
of erjovment, both pamners hove @ rociprocal relationship,

Paey studies havg sddressesd higher eduetion serviee quality and sudent satisfaetion ( Leonnand,
2021 Lh & L, 202X Seadoon ot al., 20220 X, Wang ot al. 30233), Several dimensions lsave been
collected under quesitormaines by students and used m vaneus zreas of service. In sddition. the mither
his mol found any research that discusses service gqualily and student sabisfaction 8t barism
universabes in Eas Jakao, Previoos rescarch has s@ded that the guadity ol service affects student
spiisfbotion (Leonnard, 2021, Li & Les, 223, Sandoon et al . X022, Sitanggung o al., H21; Torahi
& Bélanger, 20200 N Wang et al. M022), However, rescarch abso shows that serv ice quality does ni
affect stuckent smisfaction (A kahmei & Seth, X020 ). Knowing how their shxlents pereeive the senice
B Very inmumant fid serveo: odganialions ach as Educational Institifiens, Snklent satisfacmon is
assoefared with bumat aetiv s ow sam <y costomer teads and desives rsigh prodocts and services
{Twuns & Peprah, 20200, In i educatbonal envireament . the qualiny of qoal ificatiens & adentifed with
stmdend satisfaciisn

Conceming the salisfaction aspect. evaluating ofl scudemic services m the internal and external
crvironmem is necessary.  {nc of the miernal emvimnmers of universiies is that students as senioe
s requine special considernton since they will impact the exierior envinmment, specifically the
general phlic, who will evaluate the effacivensss of education delivery

2, Thenretical b kpround

L1 Stodent Satlafactbos,

In psychology . satisfaction @ o Feclmg hroaghi an by Fulfilling patcular abjectives: Thene ane two
definitipns of sotisfaction in educabon. One i tat comenznent is a feeling oo state; The second is that
Tl il of & need or desice B efered 1025 conendment (7. Wane & Gan, X122 Collzge sidenes
pevchological sistes of happiness of dissalEERcion with telr effectiveness S0 foce ving educa onal
wservices ure known as educatiomal customer satisfoctinn (F. Wang & G, 2022,

When aperson companes their perceived performance or schievements io their expectatiors. they
are svid so be satisfied bo o centom extent (Ofiver, 19ED ). The discrepancy between actual performancos
and expecied performance determines the degre of siisfaction, Costomers will be dsappointed it
the performanes Talls shoat of expeetaions . Customers will be hoppy if the perfocmanss moeets thesr
eapectatoms, Customers will b very happy if the performanse mosts of surpacss s axpectations, Tl
pereepiion of & goad nr service mecting one's expociabions s ancthar detinition of satisfaction (frmwvan.
AHE2 ). Acoording te Tiptona (2019, customer satishaction ix o persom’s sensstion of happeness or
diesatisgaction thad develeps alter comparing the imsprosaon of @ prodact’s perbormisee fresults) with
s expectations. When a paxluct or service mects a custemer’s reguinmments and expectations, he
comsummer feeks emoorally suisfed wich the product or service, AL-Sheeb e ol COE) demorsinee
hose the four sspects of education deemining smdem happiness are leciurer expertise, prognims
offerad. setiing, and clhssoom amenities, The Xie dan Goo (2000 sstsfaction  evplomion
nwhcihdogy Deterinmes e brpact on snident salisfacton of live perceived valie constricts
perceivied cnerall value, snadent expectations, soulent comphaims, &nd sudent loyvalny,

Based on the expert opinien above, te resoarcher concludes that satisfaction = 4 fesling of
individanl satisfaction becase expectations and reality in using and proviking ssrvices ore fulfitled.
When described, consumer stisfaction is the difference between whal consumers expect |expecied
vitlae) ond ibe rralization given by the company io meet comsumer expectations | percerved value) d:

o Expectod vahie = peresived valoe of satsfd customars

b, Walue expeciancy < value perosption customier i5 veny smisfied

. Bxpected value = perosived value of dissatisfied customers

For this reamon, the indicapors to measnng student satisfocmon the author uses sustom e satisToct o
accordmg to Thiptene (200 %), namely:
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2E Service (Juulity

The sacoss of any business is haugl o depend oo the quadity of s servioss, Marke competition
pushes husbeeses i evalute thelr opirket posivions sl comsider custonier-cenine proctices & gaina
e By edge (5001 & Chun, 20220 The highsr edocatkn seclor 15 eaday driven by 1l nesl 0o
vl infenss coirpelitioo-nelaed pressuzes on student reoraitiment, sefenfion. amd lovally I impooy mg
the erwimnment for lzaming and offering high-quality education-relaced services {Lapo & Buscarinn,
Hi2 1) The migaeness of the education secior necessitibes addional specisfized measurements n
uncever determimants and pive tools fir education refarm, even thosgh namemus genetic service
quality assescment ook (SERYOQLUIAL, SERVFEEF) ane already employed in educationol research.
{Scoft & Craan, 20225,

Cruality of servies arises o8 the diffeches Beowednowhar cusemers capect and find concemmg il
srvice they receive (Wilmaz & Termizkan, 2022), Accondng o the American Society for Cuality,
qualkity is the iotality of features und charsctersstics of o product or service that supped ils ability to
satisfy . sansfy eaxpress, and cxpressed necds (Kosler & Keller, 20 25 Any action or performuance that
ane party can provide o enother that is fundamentally imtangeble and does ot leid e ownership is
referred o a5 8 service (Kodler & Keller, 20120 Secvice quality can b defined as: "How far e
difference. beveeen renlity and consumer expeciations of the service they neceive or obiin”
dPurmsamarman et ol Y9831 Service quality = an entity that is clesely related 1o costomer satisfaction
Lupn & Buscarinp, 20200, Service quality cam meet and exceed established service standamds,
assuming accounsabiling and providing services that will enrch 1he custoaT experiEnee ani
satisfactlon (A e o o, 0230,

According to Parasaraman . Zevthaml, dan Berry {1985), Competence, courtesy, crodibilify . and
sacurity are aniled inta assurance. Meanwhile, access, oommunicatinn, und the ability o understzmd
custamers ame inegrated mio Empathy. As o resalt, five muin aspecis ane listed i the follewing order
af relutive impartznee:

1. Reliabiliry relmes o o compasy's sbdliny s deliver promesd services sccurmely f3om the first Lime.

1. Reipondvencss relabs o the service provide's willingnese and abilify 8o ascas) cusdamsens and nesgpom)
premplly & gheir recuests

b Assurance. melating 0 the bnowledpe sad comesy of emplgees gmd their ability fo faster fmet and
custimer confickzce.

4. Empmhy !'l.'-ﬁ Wl Kb Cooon iy under=tamds il cusgomens paobicie wad acls in i ineress, s well
o prurvidling prvscmal attention focwstomes aed bving comorisbk: epcatmg ues,

5 Physical evidems ((mngible) Tl.'|l.l‘llll{_ o i |.Hl;|=ur|.-|'l ippeaisscs of serviie Facilives, oouiprmenl. bemim
recouscei, and coeponie comerinication materials.
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Fig. 1. Research Theory Framework
Hyputhesiz

Mz smidy's by ot heses s

HI: There & am effect of Kelshility on student sndfaction

H2: Theee s an effect of resporsmoness on student satiefction

H3: There i an effect ol asumnce oo student satisfiction

H4: There & aneffect of Empathy on student satis(acion

H5- Thare i= a finpshls imfleence an sfuckzns satisfaction

Hie There & an inflience of service quality which inchades Keliabibiny, mspoos veriess, assuriance .
empathy ., turgible an student satizfoction

3. Method

The mesthod used in this stady 5 quantative with explanatory rescarch, In quoniiet ive neseorch,
diftn snalyss activities include data processing and presentation, perdfoming calculations to desribe
i, and festimyg hypidbeses nuing stsbical lests (Sapzgar, 2013},

A1 Popubation aid sample
The papulation i this study wis active students totaling 1190 people.  Sampling using the Slovin
lormulz wish a margm of emror of 3%,
[
R
where - n = sample sive M = populaion size ¢ peroentoge of inbokerable inaccurmey o lmvonoe

m=

1141
1e{amjioasy
it .

gar
Sothat the sumple te be used in this shady i as many as J0) respandents. The sompling bechneg e

s proponional sempling wilh the following sampling proportions:

n=

S i Wikl ¢ Kepiicane Wadienionn Toermadap Ko tar Pelovavaii
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Tahde 1. Mamber and Propontion of Kesearch S amples

Cionirses Muwiber ol Studeads P Sanwnle
Bacheloc's degree program (51) 300 hilki: o
Trploma @mee program (D3 Ak 33 iy
Sam 1191 L]

Sousce: Academie Administration in Processing, 2023
AL Datn Colbection Techmicpes

Dt collection using questiomaires or guesticnrmies distribosed throogh google fooms, The scake
used is the Liken scabs with on interval of | - 5, ie, | - very nnsatisfoctory; 3 - unstisfactons 3 -
quite sisfictony: 4 — smsfemry: md five B very satidfying

Tuble 2. Instrument gnle

Warighle Dlimensinns Muniher of kemi
Rellabiliy 3
_Bersponrivences. 5 _
Sorvwew CQuality _Axraramcr 5
“Empthy 5
Tumegiliies 3
Susdent Satisfaction ey 2 :
Hope 2
Suim 3
Sowree: Author, 2025
33 Datn Procewsing Techmigques

The questinnnaire dissribated st pass the reliabiling data quality sest soothat the msmmenes ased
are vilisd and neliable w0 that the research resalts are valid and refinble. The quality s of the data ased

i
Validity Tew

The sulidity lest is carried out by caloulating the cocrelation. between exch ilem scome statement
{30 with the idal scors (Y) using the Peorsn Praduct Moment comelotion technique formala whick
formmlas s Sllows

i m!i:ftﬁh’-‘:ﬂ:u

T R LT Y T

Where!

1 cornelation coelTicent

M Era seode

¥: Total gram scone

n: Numher of samples (respomidents)

Funthennane., the r-valae i@ compared with the valoe of the r-mble using free degroes in-2), [the valos
calbeubanods r-ahle an & comubn alphn, then s signiteant o cone lide that the guesteon item is volkid
{Supiyono, 201 Gaj.

Reliakiliy e

Beliabilay msis are carmied ol t deterimine the consistency of regularity of the measareaseal
el of an imstmoment iF the mstmment is osed again foran ohjecs or respondent. The Relinhiliy of
measuring instnmsents 0 the foom of scales can be found using the follawmg alphn Cronbach
technique:

i =|{ﬁ {1 —E?"Jt]
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k . Wlany Cracstion Points
Lol 1 Number of grain varnis
o 1 Toqal ¥orkmee

Yarianl lomnulas used:

A
&= L
A
Where:
n : Mumber of responcenis
5 1 sebected soone value

Furnthemmap:z. the Cronbach alpha valee is companal with the s-table vahoe using (ee degrees (n-200 [F
the Cronbach alpha value = r-tahle ot a given alpha, the nelability test s sgnilicam or peliable
Sugivono, 2016k}

Clossloal Assamprian Tes
In mulktiple linear regressaon anafysis =0 that the centainty of the resulling regression madel hus
accuraie estmmates, consisienl and unbinsed | il is necessuny o test classicnl assamptions. namety:

Dhitan Moo ity

The ilata mormnality test evalustes how nonmal ibe daty are and determines whsther ey ans
mrnally distributed. (Sekaran, U, & Beogie, 20006). Becawse nepularly disiribuied dsa are seen as
mepreseniative F Lhe popoiation, the degree ol normnbey of e daa is crucial. Because thee data oo e
sralyved parametrically must be repolarky dismribated. dotz pormality ests ore the primary
precandition in Pearson correlatinn pammetric analyeis, mean oompurisoen 1ests, virinnce anolvsis, elc.
Lising SPSS and the Kol mogomy-Smimaoy One Sample iechnique; the Test wes condocted =g, the
Inlkwving st e

If the significonce vakae (Asym Sig 1 tailed) = 0.05, then it is nomnly distribused.
If the: significance valae (Asym Sig 2 railedy < 003, then the duta is notnormal by distribued |

Heteredkedaciory

Tl hetemsosdasticity:  an  important ossumphicn of  populstson megresson models s
hemoseedastic, Lo, all disorders have the same vanaoce.. Hewroscodasticiny i oo of the violatiens of
the dlmssical linear assamption tha ibe vanance of the disorder is v ooger conptant (Sekaran, U, &
Bougie, 20063,

Muddvalltneann

The Malticnllinearity Test tests whether the regression model found obsances benween
ind=pendent vanshles. A& gocd regressaen madel chould hove ne Wlerance between mdependznt
vafialiles. The e methos] commonly used ks booking at the Inflation Factor { VIFpand Talerancs valuse
in the regression msodel, I tle WIF vale i bess than sen and the Toberace & mmone tham 0.1, then i
regmss s model 8 freg of multicellinsardy (Sekoran, L, & Boeagic, 2e6),

34, Dt Analysis Methods

Muiltiple Liners Regression Madel

Multipie lioear regression analysis s a study thit analyzes the effectrelatiomship between ape or
mare irsdepeniderd variobles! predicbors with one non-bFree ! fived varable (depencdent |/ response, with
the fomm:

=+ byxy by +byrs b +hexg

lnlisrnation.

¥ = Shxlent sabsfaction hym Begression cosfficeent
= {onstant Ny= NRSUMANCE

b= Reliobility regression cocfificizn hy= Koefisien regnesi empathy
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1, = Beliabiliny xy= Empahy
by= Regressiom coefficient of responsivensss hym Begression cosfickent angibles
Ty EEPONSIVENESE xx= Tangibles

Partiad Text with =T

WO e er Podepe ncent comsiand takien ing seooan, this Test ks b asoerain the imparine:
af the indeperclent warioble's influence on the dependent varinhle seporately or partially. By
contrzsting the tdublz valae with the compaied value, it is poesthle b determmine the significance of
the infleence. Assumea that the t-count is higher than the 1-tabhle in berms of vadue. In that cass. the
inde=pendent vuriahle directly impacts the dependent variable. In contrast, if the value of t-cound is lees
theii ttabsle, the moependent variabile has pie digect impaet on the dependent vamabbe, Alematively,
by cnamiming the sgaificart valoe of 005, i1 can be infenesd that the indepandent varable pantiolly
impacts the depesdent vamable (Sekaran, U, & Boogie, 20046),

Saepes wsed)
Meramuskan lipaiesn
Ha: bi = (0, ve., there is no sigmfcant effect on the mdependerd varmble purtiolly on the roo-Fees
variaie,
Hjilh‘l' = (1 e thete 1& & dpnifcans mifuenoe on th indeperdent varsrhbe partially b the mon-
firze virinbe,
Drernsning b real kevel
e w 5% At b kS

df =n-k
Finid © cesiani
oy
'!'J.Ifrlrr_p T
Test crteiia

begure = Bpape This meams H_Frejected and accepled H_1.
temurer € Branie TS mesms H_f accepied and rejecied H_ )

Somulameens Tess wirk P resr (ANOVA)

The real rate == =5% (S will be oenpared wilh the vaive of Foaloulae with Fableidf numeraior,
df depminaion, I Fealculote = Foble, chen Ho s nejected ond HI is seogpied ., menning tht tegeiher
all T variabies have o fead relalenhip of inlluence on moo-Tee variables: oa e ofher Baod; i F-
cileubase < P-lable means He is acoepied and HI s repectod, i mewns that topetber all fee vanables
have mo real meaning or influence an the independent varkihle, o by looking & the signeficant vilue
af F < 005 then it can e oonchuded thin the ndependent varinhles westher give influence on
dependent vanubles or wice verse | Crhoeli, 2006},

Correlarlon Coeffleienrt (R) cad Dergrmimatbon Uoglfleinr

The Carmrelabion Coefficient (R) @ a value that indicates whether there is o lmeor relabionship
botween the independent vursstde and the non-free vanable. The comelation cocf icien value shows
the fallvwing category: I a postive B-value mesis that the rebuionship beiseen X and Y is straight.
it meams th the greaver the X, the gremes Y. 0 the valee of B negmive eans that the elaionship
hetween X ond Yois reversad, then i X s prearer, Y 5 somller, Aceonding oo Sugiyore (X1 04660),
Guiclefines for interpeeting the resubis of the corelntion cneficient nre as follows:

- RENE - 009 u very weak

- BXP-0F = weak

- AF-050  =keep

- BER-OE = strong

- BHN- 100 = wery smong
The Ceefficient of Deiermination is a value thut shows the ability of varoble X o explnin the
dversity of ¥, where the value of the Coefficient of Determinatian {KIN is foemalated boe:
KD = BEx100%,

Frest Aanior clal | Tole of pgser SuTlyy




H Majakih Thoiah Bijak %ol |, Moo 1, My 00X, pp, ax-ax

E 155N 26T1-740%

WS ind Discnssion
4.1. Resul

Valiclity Test
The validity test was camied ot on 3} respondents olest 28 smement ilems which are a
develapment of 1 research vanables with seven iedicotors: the results of the validity test staed that

all statement items obiained a calculated r value grester than the rwoble of 0,361 with o ssgnificance
beviel of D03% st it can be cone luded that validity s fulfilled.

Relintility Test
Table 3. Relighiline Test
Virmbke Iaefikpdor Hlpha Hasl
i __Retiuabitisy B Reliable
Reafiaradiengss bt Reliable
Service Chalisy AT ik | Helinhie
Eriprtley HiE Helinhle
- Tinigilies T Relinble
Siudent Satisfaoind Sosden Satisfaction ) Reliahle
Soume: Daen processing resuks, 202
Classleal Assumption Tost Resulis
Narmality Tear
Chne-Sample Kolmogomy Sy Test !
- Unstanclardizec] Residwal
N iLIET]
Mean ae-7
&
el e Sid. Devimlon 1 4 10
Absokie oT7
Most Emcree Differences Poslive 0T
Mepsive - I
Rolmogreoy=-Smimiy £ 12341
Amyvmp. Sig. (2 4sileely nes

i Testadi=aribotion is Mot
b Caloulood Trom data
Fig. 2 Morality Tesl

Source: Cata processing results, 20020

Hused on the Kpbmaganw: Smimow nomality est, @ significance value of 0055 is greater thun
(RS, so it can be concluded thal the dala 15 normally digobuied

LI Malike dnecr it
Tabke 4. Mukicelinearity Test Hesaltz
Valable Tolermne VIF I Criteria

X1Hea A1 1433 Mo Multicedlineariny

XHes a4y 1AR4 Mo Mulicchlinesrdiny

RRE T 250 S L EL] Mo Maublicel inearity

XAEmp LK) 1442 Mo Malticollinearity

X5Tan A0 1113 . Mo Mullicollinearity =

Sowrve: Dl processing results, 2023

Based g the molucellimeanin wsi, the iwlermnce value is mose than 0,10 o0 YIF bess than 10, < it
cun b concluded shio mubicollinearity does not aceur,

Heereskedavliogy Test
e ——

Sevwn Wik ¢ Kepaicine Mafuriomn Tedaran Kand tas el




Slajukah Pmets Bimk Vol 1. Py | Mloren 2008 pp. xe-as u
DIS5N 262310

TEE S —EE—
Tabde 5, Heteroskedasiginy Test

........ —_— e ———— ————— FEE!TII."L‘“& — — — e
Mol Usestimclamfizec] Coelbiciests | Stmclanfzed i Hig.
CoeHicients
N N i A R
{Constant| Mk 342 2333 o9y
X 1Rk nié 2 IAA] f11 541 |
X1Hes i 26 0 2 T&T
L bR T nx7 IEH] [Es 1 413
X4Emp - 4109 2R =34 =32 '-'-W‘:
XNATan -M133 121 - 155 - 1561 11w

&. Dependead Venable: ABS_HRES
Sonree: Dats processing resulta, 223
Bused i the resubts of the heteroskodasticaty test using the Glejsor test by leaking at a sspoificancs:
volue preter than 003, i can b conchided that there are no eympioms of heteroscedisticiny in b
megressn moedel
Kodel Regres] Linder Borganda
r=a+ b b, dhon b hon, o
¥ =037 « 0020 XK1 + 0055 X2+ 0010 X5+ 00086 X4 + 0187 X5

The mmltiple linear regression equation obimed exploons that the vale of comstand {a) of 0347
indicotes a positive vilee so that it gives the mesrng of 0 unidirectiorzl influence bebaeen the
independent varlable and the dependem vasiabbe, meaning that if all mdependen variables
iRctiaba iy, Roeponsivencss, Assurancs. Empathy and Tongsbles ) are (oor do net change. the value of
agpressiveness of satisfaction is 0307

Test 1
Tabde b, Tosr Resalts |
Wariahle t Sig Criteriu

el Ralrelety 3.274 K] Signidican effect
Respnnsiveness L4686 144 KMo sipnificant effaci
AL TR 21 24 My s piifcamt effect
Empathy i 5 B Significant effect
Jhagriar. Ll L L sApudyntethout’

Sauirve: Data processing results, 2623
The Effect of Reshifliy on Stndent Satistaction

Bised om Tabile 6, the caleulaed value = 3374 with o significance value = 0000, using the real
kel of alpha = 5% and the degres of frecdom dF = n - k (300-0) = 204 abtained the ke rvaie -
= | %08, 5o the comparson ks caleulaed ©vaiie = 1 mEble = 3274 = | 965 aignificance vabue (04N <
(1ik5. the meuning of which the first hypothesis is necepted . Relmbility hias 2 cpmficom effect on
shudent sabsfoction.

The Effect of Besponsivenss on Sindent Sotisfuction

Based on Table 6, the calcobated © value = 1466 with ik signaficance wabie = 0,044, 80 il
comiparizon of s caleulated  vales is 14006 < | 5968 ablke ©values; significance values of (K144 &
04k, the meming of which the second hypothesis 1x rejected. Respansivencss docs o have a
significant effect oo shalent satisfaction

The Effect of Assurance on Stodend Satisfaction

Bused on Tuble &, the caleulined 1 value = 0222 with the significince value = 0824, se the mtio
iv the calenloted © valoe of (0,222 < | S68 mble © value; significance value 0,824 2 005, meaning the
thimed hvpathess 15 rejected, SAssumnce dees not e a sipnificant effect om stadent smisfction

The Effect of Emgathy on Snsdent Satsfaction
T o———
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R T T AT . (e elented T valie = 4 A58 with slgnificance vilue = 00000, & the comparison
t+ cateulited [ vabue 4 A5H = 196K table 1 value; SEgfcance villies of 00K < 005, (he moeaning of
whiach rhe foisth hypothesis is acoepied. Evpathy has a signifheant effect on sudent satisfactiaon,

The Effect of Tungibl= on Shulent Satisfnction

Bused on Table b, ihe cakulded t value = $.151 with the signafEcunce wmboe = DA, o ihe
comparison is te calculoted t valoe of 60151 = 196 toble t vahess; The significance vuloe & 0000 <
O, the meanmg of which the Tifdy hypotbesis is aeogpied. Tangibkes beve o significant effect on
student priisfaciien,

Test ¥
AN AS
L Mol S il & & i) Mlean Squere E Sig.
Pz on (IR E =1 k] b b O LA R L L
1 Fees i Lo | I = 26
Tived 185 | (ki =

. Dopemikent W amably; Yhy
b, Peeabiclies: [Cnistaal), X3 Tas, X1 Ren, XIEes, NdEmp, K1

Flg, 3. F Tes Resuhis
Soarce: Data processing results, A0E3

Based oo Figane 3., the Fvalus is caleulatsd = W A3 with significases vallue = 00K, using b
meal level alpho = 3% and DFE =k - 1 {6 - 1= 8 md [F2 = 0-k (30060 = 294 odvabned e F vl
af the tble 1= = 2245, sp the compurison of F values s coleubsed = F fable = 102430 = 3245
signilimnce valucs of K < 05 the mesning of which the s bypothess s acce pded. Quality of
Service. including Reliuhility, respomivenes, assuramce, Empaily, amd @ngible. affects siudent
EHE TR F G R

CueMicient of Delerminmion
| Ml B | B Sguasm I Adpeasd B s1d. The eomrin
Bapuan T Exfromei;
1 1 N | EAL] ] EENE

L Predicon fCGmatont), AT Tan, XA Res X e, XAEmp, K3 As0
b, Drapsrndient Wanshle: YK p
Fiz- 4. Cocflicicot of Determination
Source: Duta pmocessing resalis, 2(023

Based on Figure 4., the valse ol the corclaben cocfficien = 00997 amd ibe coeffacient of
deteimmination o B Squane = 0635 ae dlat it con be imerpeeted simualtancousty that thers i a positivg
relatiorship with o siremg cotegory in the independent variobée to student satisfoction. Simaltamcously
comtribaled §3.5% 1o Audent satisfaction, whitle the rest was influenced by other vorishbes that were
il studdicd,

4.2 Thsmssion

Academie serveee i a factor that needs w be conaidesd by monagernen becosse the resalis of e
stady show that the quality of service lus @ positive o signifcant et on guest satsiaction: the
resmlis of this stwly suppon previeus research, which states that service quality has o pestive cifect
un studend satsfaction {Lepnnand, 2028 Li & Lees, Hi23: Seaadoon et abl,, 2022: Silangpang etal., 221 ;
Tomhi & Belmger, M2 X, Wang o al., 2022). By improving the guality ol serviee. student
safisfetion with seademic services can be ochieved (Elahigin & Karami, 2009}, Suwdens satisfoction
is one o the highes abligm s for organizers. Hope forces universities oo perfionm betier and develop
smitegies for quality teaching, neademic research, lendership, ond management (Amaat et ol MeE23)

This ety resulted bt Cve dimensions of service gquaking had o positive relaconship with asong
categodes of sudent satisfaction: dw results of regression analyss slowed that the dimensions of
Reliability, Empathy and tangibes wem predictsr varablez that had & significant effect on
satisfuction, while the dimensions of responsivensss uod assuminee dicl not affect student sitistactian.
This stady's results align with previous research thot the Belinkility and tangibles dimensions ans
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indepencent variables that have 3 signilicant effect on sisdent satislaction. and e assuramce
dlivmersion does mol af lect sodent salisGaction, 500, e ernpathy aml cesponsiveness varables prowvics
cifferenl represson reslts 0 & Ifeodng, 20151 This shows thal the five dimensions of séveoe
quakity deserve to he improved becuuse they simuloreously pesitively influence smisfction. Total
quality manapement s reporied i lead university lendershep and mmmngement 10 achieve the desined
guils relaled o continueas quality improvement in agher edocation, the essence of which 15 student
satisfuction (Amoat o o, 235

5. Conclusion

Bused nn the results of the research exposure, the researcher cam comelude thal partially the quality
of servece. nunzcly inthe ndmbility dimension. has 2 signiecant effect on stibent sstsfac o, Empathy
hias o sipnificant cffect on student satisfaction, wmgbles bave a significom ¢ffeit on studant
sartiafpetion, bun on the meponsivensss, dimension does o affect student sntsfagtion and assurame
digs not affect studkan satisfaction, While simultanecusty, five dimensions of servics guality have a
significant effect on Squdent Satisfuction

Birsed o the tesi s of fesearch, sticent satisfaction with the g uedity of academic servhoes genesul by
PEIS AN ARsEEamen) i e moed] caregorys aven [0, nmiveriny managermend shonkd be abde [0 maimtaln
ardl even imprwe on zervice indicators that have met student expeciations, inchiding lectarer
compelence [Relinbaldy), lecturer concern for studenss (Empathy). comforioble lecture rooms
jtangibles), academic geidance (responsivensssh. assignmend information amsumnce]. While he
service indicator that needs anertson i the avielabilicy of comeens apgiblesi: although this s not
divcetly robed to sudent academic activities, by the theory of e hicramchy of aosds, food s a
plevsilogical meed sothat i 5 feh fo be one of the factons that sapport the smosth nanaing of student
acodemic petivites becauss stadents whio are heolthy and falfilled narition are eapecnad o b
moirvaled in learnmg. For this reasen. it 5 recommended that management improve canleen services
by providing 2 variety of main foods and- sooeck s tht ane noirdoos, healthy and safe o that sidenis
can chiese and comswmes Food accerding 1o i @sles.
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