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Abstrak — Analisa Pengaruh Kualitas Layanan yang Diterima Mahasiswa Manajemen
Perhotelan terhadap Kepuasan Mahasiswa dan Loyalitas Mahasiswa.

Banyaknya institusi perguruan tinggi yang berdiri membuat persaingan antar perguruan tinggi
cukup ketat. Banyak cara yang dapat dilakukan untuk memenangkan persaingan, salah satunya
adalah dengan memberikan kualitas layanan yang baik. Tujuan dari penelitian ini adalah untuk
mengetahui hubungan kualitas layanan dengan kepuasan dan loyalitas mahasiswa, sekaligus
menilai kualitas layanan yang diberikan oleh Program Manajemen Perhotelan kepada
mahasiswa. Pengukuran kualitas layanan dilakukan dengan menggunakan gabungan dari
beberapa skala pengukuran yang ada untuk perguruan tinggi. Survei telah dilakukan kepada
393 responden. Data yang didapat diolah menggunakan metode SEM-PLS. Hasil penelitian
menunjukkan adanya pengaruh yang signifikan dari kualitas layanan terhadap kepuasan
mahasiswa dan loyalitas mahasiswa. Kepuasan mahasiswa terbukti memiliki peran mediasi
secara penuh antara kualitas layanan dan loyalitas mahasiswa.
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Abstract - The effect of service quality in higher education on student satisfaction and student
loyalty

The increasing number of higher education institution has led to the more intense competition
in the industry. Service quality is therefore considered as the critical success factor for the
higher education organization to survive and win the competition. The purpose of this study is
to analyze the effect of perceived service quality on student satisfaction and student loyalty.
Survey have was done to 393 respondents. The data collected was analyzed using SEM-PLS.
The results showed that there was a significant influence of service quality on student
satisfaction and student loyalty with student satisfaction was proven as fully mediating
variable.

Keywords :
Service quality in higher education, student satisfaction, student loyalty, education

36


mailto:michaelmoniaga31@gmail.com
mailto:marcellina_1907@yahoo.com

DAFTAR REFERENSI

Abdillah, W., & Hartono, J. (2015). Partial Least Square (PLS): Alternatif Structural Equation
Modelling (SEM) dalam penelitian bisnis. Yogyakarta, Indonesia: Andi.

Abdullah, F. (2005). HEJPERF versus SERVPERF. Quality Assurance in Education,13(4),
305-328. doi:10.1108/09684880510626584

Abdullah, F. (2006). Measuring service quality in higher education. HEdPERF versus
SERVPEREF. Marketing Intelligence dan Planning,24(1), 31-47.
doi:10.1108/02634500610641543

Adhianti, N. S. (2017, May 05). Pentingnya pendidikan dunia modern. Retrieved June 01,
2017, from http://www.kompasiana.com/nurulsaspriahdianti/pentingnya-pendidikan-
dunia-modern_590c614143afbd83248b4569

Alfiani, A. (2016). Kepuasan mahasiswa terhadap pelayanan administrasi akademik di subbag
pendidikan Fakultas IImu Pendidikan Universitas Negeri Yogyakarta (Master's thesis,
Universitas Negeri Yogyakarta, 2016) ( 32-33). Yogyakarta

Ali, F., Zhou, Y., Hussain, K., Nair, P. K., dan Ragavan, N. A. (2016). Does higher education
service quality effect student satisfaction, image and loyalty? Quality Assurance in
Education,24(1), 70-94. doi:10.1108/qae-02-2014-0008

Annamdevula, S., dan Bellamkonda, R. S. (2014). Effect of student perceived service quality
on student satisfaction, loyalty and motivation in Indian universities. Journal of
Modelling in Management,11(2), 488-517. doi:10.1108/jm2-01-2014-0010

Berapa jumlah perguruan tinggi di Indonesia? - Databoks. (2017, May 5). Retrieved August
24, 2017, from http://databoks.katadata.co.id/datapublish/2017/05/05/berapa-jumlah-
perguruan-tinggi-di-indonesia

Brochado, A. (2009). Comparing alternative instruments to measure service quality in higher
education. Quality Assurance in Education,17(2), 174-190.
doi:10.1108/09684880910951381

Calvo-Porral, C., Lévy-Mangin, J., dan Novo-Corti, I. (2013). Perceived quality in higher
education: an empirical study. Marketing Intelligence dan Planning,31(6), 601-619.
d0i:10.1108/mip-11-2012-0136

Cooper, D.R. & Schindler, P.S. (2008). Bussiness research method (10th ed). New York : Mac
Graw - Hill.

Cornelia, S. E. , Veronica, S. N., Kartika, E. W., & Kaihatu, T. M. (2008). Analisa pengaruh
kualitas layanan terhadap loyalitas pelanggan di laundry 5ASEC Surabaya. Jurnal
Manajemen Perhotelan, 4(2), 45-57. Retrieved September 27, 2017.

Dirgantari, P. D. (2006). Pengaruh kualitas layanan jasa pendidikan terhadap kepuasan
mahasiswa serta dampaknya terhadap upaya peningkatan citra perguruan tinggi negeri
menuju  world class university. Transforming Cultures eJournal, 1(2).
doi:10.5130/tfc.v1i2.278

Douglas, J., Douglas, A., & Barnes, B. (2006). The extent of satisfaction on the key factors that
affect learner motivation. Quality Assurance in Education.

Elliott, K. M., & Shin, D. (2002). Student Satisfaction: An alternative approach to assessing
this important concept. Journal of Higher Education Policy and Management, 24(2),
197-209. doi:10.1080/1360080022000013518

Findlay, A. M., dan Sparks, L. (Eds.). (2002). Retailing : critical concepts. Retrieved August
31, 2017, from
https://books.google.co.id/books?hl=endanlr=danid=Rt96wAigg2oCdanoi=fnddanpg=P
Al40dandg=parasuraman%2Bservqualdanots=pSp17zCGwSdansig=x3r5j6umiyhH4JL
CPJNHH-_RTgO0danredir_esc=y#v=onepagedang=parasuraman%?20servqualdanf=false

37


http://www.kompasiana.com/nurulsaspriahdianti/pentingnya-pendidikan-dunia-modern_590c614143afbd83248b4569
http://www.kompasiana.com/nurulsaspriahdianti/pentingnya-pendidikan-dunia-modern_590c614143afbd83248b4569
http://www.kompasiana.com/nurulsaspriahdianti/pentingnya-pendidikan-dunia-modern_590c614143afbd83248b4569
http://databoks.katadata.co.id/datapublish/2017/05/05/berapa-jumlah-perguruan-tinggi-di-indonesia
http://databoks.katadata.co.id/datapublish/2017/05/05/berapa-jumlah-perguruan-tinggi-di-indonesia

Galeeva, R. B. (2016). SERVQUAL application and adaptation for educational service quality
assessments in Russian higher education. Quality Assurance in Education,24(3), 329-
348. doi:10.1108/gae-06-2015-0024

Galih, B. (Ed.). (n.d.). Kemendikbud sebut lebih dari 1,8 juta siswa ikuti UN SMA. Retrieved
October 13, 2017, from
http://nasional.kompas.com/read/2017/04/10/09532691/kemendikbud.sebut.lebih.dari.1
.8.juta.siswa.ikuti.un.sma

Hasan, H. F., llias, A., Rahman, R. A., & Razak, M. Z. (2009). Service quality and student
satisfaction: A case study at private higher education institutions. International Business
Research,1(3). doi:10.5539/ibr.v1n3p163

Helgesen, O., dan Nesset, E. (2007). What accounts for students loyalty? Some field study
evidence. International Journal of Educational Management,21(2), 126-143.
d0i:10.1108/09513540710729926

Istijanto, (2008). Aplikasi praktis riset pemasaran. Jakarta : Gramedia Pustaka Utama.

K. (2015, June 24). Strategi marketing perguruan tinggi. Retrieved August 26, 2017, from
http://www.kompasiana.com/setiawan_wd/strategi-marketing-perguruan-
tinggi_550e68b2a33311a32dba8275

Kandampully, J., dan Suhartanto, D. (2003). The role of customer satisfaction and image in
gaining customer loyalty in the hotel industry . Journal of Hospitality and Leisure
Marketing, 10((1/2)). Retrieved August 28, 2017.

Khoo, S., Ha, H., dan Mcgregor, S. L. (2017). Service quality and student/customer satisfaction
in the private tertiary education sector in Singapore. International Journal of Educational
Management,31(4), 430-444. doi:10.1108/ijem-09-2015-0121

Leblanc, G., & Nguyen, N. (1997). Searching for excellence in business education: an
exploratory study of customer impressions of service quality. International Journal of
Educational Management, 11(2), 72-79. doi:10.1108/09513549710163961

Lin, C., & Tsai, Y. H. (2008). Modeling educational quality and student loyalty: a quantitative
approach based on the theory of information cascades. Quality & Quantity,42(3), 397-
415. doi:10.1007/s11135-006-9051-5

Menristekdikti: Tingkatkan kualitas untuk menangkan persaingan. (2016, March 17).
Retrieved August 27, 2017, from http://www.dikti.go.id/menristekdikti-tingkatkan-
kualitas-untuk-menangkan-persaingan/#BfPDLRMMUyy56v5b.99

Munteanu, C., Ceobanu, C., Bobalca, C., dan Anton, O. (2010). An analysis of customer
satisfaction in a higher education context. International Journal of Public Sector
Management,23(2), 124-140. doi:10.1108/09513551011022483

Ningtyas, 1. (2014, June 07). Hanya 30 persen pelajar bisa kuliah. Retrieved June 01, 2017,
from  https://m.tempo.co/read/news/2014/06/07/079583184/hanya-30-persen-pelajar-
bisa-kuliah

Oliver, R. L. (1999). Whence consumer loyalty? Journal of Marketing,63, 33.
d0i:10.2307/1252099

Petruzzellis, L., Duggento, A. M., dan Romanazzi, S. (2006). Student satisfaction and quality
of service in italian universities. Managing Service Quality: An International
Journal,16(4), 349-364. d0i:10.1108/09604520610675694

Rajicic, B. N., dan Ciric, M. (2008). The importance of service quality for achieving customer
satisfaction. Annals of the Oradea University.

Rojas-Méndez, J. I., Vasquez-Parraga, A. Z., Kara, A., dan Cerda-Urrutia, A. (2009).
Determinants of student loyalty in higher education: A tested relationship approach in
Latin America. Latin American Business Review,10(1), 21-39.
d0i:10.1080/10978520903022089

38


http://www.kompasiana.com/setiawan_wd/strategi-marketing-perguruan-tinggi_550e68b2a33311a32dba8275
http://www.kompasiana.com/setiawan_wd/strategi-marketing-perguruan-tinggi_550e68b2a33311a32dba8275
https://m.tempo.co/read/news/2014/06/07/079583184/hanya-30-persen-pelajar-bisa-kuliah
https://m.tempo.co/read/news/2014/06/07/079583184/hanya-30-persen-pelajar-bisa-kuliah

Santoso, R., & Soegiono, A. S. (2012). Pengaruh kualitas layanan terhadap loyalitas
konsumen dengan kepuasan konsumen sebagai variabel perantara (studi kasus : salon
mobil Positive di Surabaya).

Setiawan, E. (n.d.). Kamus Besar Bahasa Indonesia (KBBI). Retrieved August 27, 2017, from
https://kbbi.web.id/puas

Sultan, P., dan Wong, H. Y. (2010). Service quality in higher education — a review and research
agenda. International Journal of Quality and Service Sciences,2(2), 259-272.
d0i:10.1108/17566691011057393

Sultan, P., dan Wong, H. (2010). Performance-based service quality model: an empirical study
on Japanese universities. Quality Assurance in Education,18(2), 126-143.
doi:10.1108/09684881011035349

Sugiyono., 2011. Statistika untuk Penelitian. Bandung: CV Alfabeta

Tahar, M. (2008). Expectation and perception of posgraduate students for service quality in UTM.

Thomas, S. (2011). What drives student loyalty in universities: An empirical model from India.
International Business Research,4(2). doi:10.5539/ibr.v4n2p183

Wahyono, B. (2015, March 21). Pendidikan ekonomi. Retrieved August 24, 2017, from
http://www.pendidikanekonomi.com/2015/03/pengertian-fungsi-dan-tujuan-
pendidikan.html

Widiyoko, S. (2015, June 24). Strategi marketing perguruan tinggi. Retrieved September 28,
2017, from http://www.kompasiana.com/setiawan_wad/strategi-marketing-perguruan-
tinggi_550e68b2a33311a32dba8275

Yusoff, M., Mcleay, F., dan Woodruffe-Burton, H. (2015). Dimensions driving business
student satisfaction in higher education. Quality Assurance in Education,23(1), 86-104.
d0i:10.1108/gae-08-2013-0035

39


http://www.pendidikanekonomi.com/2015/03/pengertian-fungsi-dan-tujuan-pendidikan.html
http://www.pendidikanekonomi.com/2015/03/pengertian-fungsi-dan-tujuan-pendidikan.html

