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Abstract—This study aims to examine the implementation of
the quality of education services at the Faculty of Health
Sciences, Muhammadiyah University of Tangerang. After several
problems were found such as; service procedures are still in a
manual pattern, there are mismatches of data between Faculties
and Universities, there has been no development for improving
the skills of education personnel, leaders who rarely attend so
that have an impact on obstruction of communication and
decision making, and inadequate infrastructure. The data was
reviewed through the evaluation component CIPP (Context,
Input, Process, Product) and compared to 8 National Education
Standard and Guidelines for the Quality Assurance System of the
Muhammadiyah University of Tangerang. It was also assessed
using five TERRA service quality indicators, including:
(Tangibility, Empathy, Reliability, Responsiveness, Assurance).
This study was performed using a qualitative approach with
descriptive, evaluative, and cross-sectional case studies through
interviews, observation, and document study. The results
demonstrated the poor implementation of quality education
services. This was reviewed through evaluation components: 1.
Context (Quality standards of the Faculty of Health Sciences,
Vision, Mission, Values and Goals, Development Plan) based on
indicators (Tangibility, Empathy); 2. Input (students, teaching
staff and education, financing, infrastructure) based on
indicators (Tangibility, Empathy); 3. Process (decision making,
learning activities) based on indicators (Responsiveness,
Reliability); 4. Product (academic-performance, non-academic),
based on indicators (Assurance).

Keywords—evaluation, quality education services, quality of
TERRA services

I. INTRODUCTION

To provide the professional graduates in the health sector
and maintain the Faculty of Health Sciences as the favourite
institution in Tangerang, the Faculty of Health Sciences of
Muhammadiyah, as part of the Muhammadiyah Higher
Education organized Higher Education in the health sector.
Initially, it was named Muhammadiyah College of Health
Sciences in 2002 and becoming the Faculty of Health Sciences,
the Muhammadiyah University of Tangerang, in 2009.
Nonetheless, various issues such as the inadequate
development and training process for resources skills
(especially for non-lecturer academic staff), the institution
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encounters several obstacles such as mismatch of data between
Faculties and Universities and inadequate facilities and
infrastructure. The decision-making process is also centralized
by one of the leaders because of the frequent absence of other
leaders. It might because the work at the Faculty of Health
Sciences, the University of Muhammadiyah Tangerang, is the
stakeholder's secondary job.

The Faculty of Health Sciences, University of
Muhammadiyah Tangerang keep striving to improve in the
better curriculum and learning process, better quality teaching
staff as well as facilities and infrastructure, and better
educational management. In addition, public demand for
adequate educational services is also increasing. It encourages
the Faculty of Health Sciences, Muhammadiyah University of
Tangerang to provide the best service to keep presence in the
increasingly fierce competition condition. Furthermore,
customer expectations continue to grow along with the more
information that is received easily and quickly. The
development of the customer experience also might affect the
perceived satisfaction by customers. The quality of educational
services sometimes can unwittingly turn into less quality due to
several factors such as lack of skill development (training,
coaching) or lack of encouragement to have higher education
for academic staff, especially in the financial, academic, and
general administration sector which mainly support staff in
providing service process at a university.

Some of these obstacles may occur in other institutions
because of inappropriate educational services. Besides, the
rapid development of science and technology impacts the
increasing demands of social life as customers of education.
Therefore, academic needs are believed and hoped to answer,
overcome, and anticipate various life challenges and provide a
better future experience.

Students are educational customers, and the service should
satisfy them as well as the community/parents.

Education is always required to continue to make changes and
improvements in its management. The quality of education is
closely related to the educational process because it is impossible
to obtain quality service products without a quality education
service process. In other words, there will be no satisfaction with
the service provided.
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More recent studies of service quality in education were
focused on higher education as more universities and colleges
clamour and compete to gain some ranking and accreditation in
their programs and institution. Hence, in the quest for
internationalization of quality in education, assurance of service
quality takes centre stage. Service quality enhances a university’s
image [1].

The high level of competition among private colleges that
offer similar courses has not made it any easier. For example, a
private college here offers niche safety courses for diploma
students faces four competitors that also offer the same courses.
Hence, delivering quality service has become an important goal
for most HEIs and to distinguish it among other common
competitors [2]. Both the interpretation and the evaluation of HE
quality is quite complex since the different stake- holders
addressed to the aforementioned operational levels of HE are
increasingly aware and conscious when setting expectations
towards institutions (HEIS) and when evaluating the perceived
performance and quality [3]. This degree of complexity is also
formed by the special characteristics of HE services and the lack
of agreement of the customer concept [4].

Quality must always be the primary concern. The quality does
not occur due to coincidences but must go through a planned
process, which is called the concept of quality. Thus, to achieve a
high quality of education, goals must be formulated, policies must
be made and defined, facilities must be provided, and every task
implementation must be coordinated. These activities will
eventually depend on the number of people (in this case, education
staff). Therefore, the education staff must be specially prepared,
educated, skilled, and selected. Managing the academic staff is
about developing human resources in an educational institution
and an integrated action and the value of planning, developing,
coaching, assessing, and others. In other words, these actions are
integrated, continuous, and are interrelated with each other. In the
end, it will directly contribute and have a real impact on the
quality of education services. The quality services depend on
various aspects, including the pattern of implementation
(governance), human resource support, institutions, and a clear
concept.

The focus of evaluation on the implementation of the Quality
of Education Services at the Faculty of Health Sciences,
Muhammadiyah University of Tangerang was reviewed through
the evaluation component:

o Context
o  Service quality standard
o Vision, mission, value, and goal
o Development plan
e Input
o University student
o Educator and academic staff
o Education financing
o Educational facilities
e Process
o Decision making
o Learning activities
e Product
o Academic achievement
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o Non-academic achievement

It was compared to 8 National Education Standards and 16
practice of Guidelines for the Quality Assurance System of the
Muhammadiyah University of Tangerang, using five indicators
assessment of TERRA service quality, including: (Tangibility,
Empathy, Reliability, Responsiveness, Assurance).

Il. LITERATURE REVIEW

The education field as a place to develop science must
synergize its main points of thought holistically into the strategic
quality management to each educational unit, starting from
primary, secondary, and higher education. As higher education and
centres for developing science and technology, tertiary institutions
are expected to increase their role in advancing and accelerating
national development through science and technology
development. Thus, as stipulated in the National Education System
Law, Tertiary Education Institutions are granted independent
autonomy [5].

e The implementation of education and development of
science in tertiary institutions includes academic
freedom, academic sharing freedom, and scientific
autonomy.

e Tertiary Education has the autonomy to manage their
institutions as centres of higher education, scientific
research, and community service.

To develop the quality of human resources, qualified
educational institutions are needed. Thus, higher education in its
implementation must involve all parties, including parents, society,
and the industrial world.

Higher Education is a service institution, and services cannot
be physically observed, but services can be felt. A good and
professional educational service will answer how far the
students/customers can achieve and feel satisfaction.

The words "customer" and "customer satisfaction™ are needed
when discussing quality to emphasize an institution's service
relationship with those who need service. This is a straightforward
thing but has a critical consequence for the continuity of an
organization [6].

Argued customers in the context of educational services:

"Main customers" are students and other same kinds who
directly receive services. 'Second customers' are parents,
governors, or student sponsors who have direct individual or
institutional interests. The 'third customers' are parties who
have an important and albeit indirect roles, such as the
government and society as a whole [6].

A service is a transaction between two parties: a service
provider and a service user [7]. According to the Indonesian
dictionary [8], service is:

e  Subject or way of serving.

e  Efforts to serve the needs of others by earning a reward
(money); services.
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e The convenience provided in connection with the sale
and purchase of goods or services.

Quality is a relative concept with many definitions. From the
various definitions, "what is called quality is something that is
satisfying and can provide excellent service and exceed the
customer needs and demands™ [9], "in the context of education, the
definition of quality includes the input, process, and output of
education” [9].

To make a competitive climate in higher education institutions,
higher education institutions must have independence, openness,
and accountability in its management. Thus, tertiary institutions
must have a quality assurance system that is a systematic plan that
ensures that what the tertiary institution has planned can be
implemented and achieved [10].

Generally, the quality can be defined as the overall description
and characteristics of a product related to consumer needs' fitness.
The definition of quality in the educational process refers to
education and educational outcomes™ [11] ... which is focused on
the fulfilment of the needs of customers who are the community,
[12] "Quality is conformity with market needs, according to Juran
quality is compatibility with products.

According to Croshy, interpreting quality following what is
required.

The term quality also refers to "all policies, procedures, and
activities of higher education”. The quality can be defined as
adequate facilities, curriculum and completeness, competent
teaching staff, good learning processes and evaluation systems,
and a conducive college environment [13]. Besides, fostering a
quality culture in a higher education institution can meet all
interested parties' expectations and satisfaction, including
internal and external stakeholders [14].

Tjiptono [15] stated customer satisfaction as "the level of a
person's feelings after comparing the performance (or results) he
feels to his expectations. Interpreting satisfaction, basically,
humans naturally will not feel satisfied, but the efforts to make this
happen should be conducted.

Satisfying customer needs means providing service quality to
customers. Since the quality equals customer satisfaction, to
achieve quality involves the need to do everything well. Higher
education must organize services appropriately and proportionally
so that quality can be achieved. Quality also means an indicator or
a measure for quality. Higher education needs to develop a quality
system to prove to customers that they can provide high-quality
services.

Customer satisfaction will not be fulfilled if Higher Education
cannot empower quality sources through quality dimensions. This
must be applied and owned in both scope (inside / outside)
together, trying to make it happen.

The dimensions of quality in question are [15]:
e The work dimension of the organization
e Working climate

e Additional value
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e  Conformity and specifications

e Quality of service and durability resulted from the
development of public perception.

e It is required the measurement to maintain standards
and processes to keep it within the agreed tolerance
limits.

Measurements can be made by using five service rating
measures [16] which identify the main dimensions with TERRA
service quality (an analysis to measure five dimensions of service
quality):

e Tangibles (direct evidence): physical facilities,
equipment, personnel, and means of communication.

e Empathy: the ease in making good communication
relationships, personal attention to understand the
needs of customers.

e Reliability: the ability to provide the service
immediately, accurately, satisfactorily, and reliably.

e Responsiveness: the desire of staff to assist customers
and provide responsive service.

e Assurance: the knowledge, ability, courtesy, and
trustworthiness of staff, free from harm, risk, or doubt.

Customers continue to increase their quality requirements,
which in turn increases interest in using Total Quality
Management [17].

Seymour [18] suggested colleges and universities adopt a
market-driven service quality model to assess student satisfaction
with support services. Higher education quality is about efficiency,
high standards, excellence, value for money, fitness with the goal
and/or customer focus.

Defined the quality of education: 'the knowledgeability of
students that meet the stated requirements' - requirements set by
employers, accreditation institution, professional societies, etc.
However, the university's diverse product/service mix to internal
and external ‘customers' requires a broader definition [19,20].

Quality systems adapted from business and industrial
operations need to be reoriented and re-fitted for higher education
context to shift the focus from management-based to education-
based practices. One way is to evaluate the effectiveness of the
system through a series of activities based on the concept of
educational evaluation. Thus, judgment and decision-making must
precede evaluative activities [21].

Teo Boon Chui [2] suggested a mental model for testing
quality service by examining the differences between customer
expectations and actual quality service perceptions. When
expectations are appropriately met, the quality of the service
provided will be profitable.

The recent studies of quality in education services were
focused on higher education as more and more universities and
colleges are demanding and competing for rankings and
accreditation in their programs and institutions. Therefore, in
efforts to internationalize quality in education, service quality
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assurance has become the centre of attention. Quality of service
enhances the image of the university [22].

Stated that 'education is the answer to the 21st Century; It can
preserve civilization and demand from a human being with a new
mentality or social characters; its new priority status in society is
determined by the objective needs of the developing society [23].

In accordance with the UNESCO, Policy Paper for Change
and Development in Higher Education, the quality of education is
considered in the framework of a multi-purpose conception,
embracing all the main functions and types of university activities,
which also includes an important element as the ability of
graduates to find employment immediately.

Communiqué of the Conference of Ministers of Education,
Petrovskiy [24] stated that the responsibility for the quality of
higher education lies with each particular university. For this
reason, the national quality assurance system must include:

e Assign the responsibilities of organizations and
institutions that take part in the educational process;

e Evaluation for both internal and internal of university
programs;

e Accreditation certification, and other

procedures;

system,

e Evidence of international cooperation evaluation and
network programs.

Higher education has all the characteristics of the service
industry, and it is Mental Intangible Actions, Stimulus Processing
(Services Directed at People's Minds), according to Lovelock [25]
the services that touch one's mind and can shape attitudes and
influence a person's behaviour. The universities are expected to
pay more attention to the assessment of society or industry in the
skills and abilities of their graduates and how these students feel
about their educational experiences [26].

Program evaluations produce information concerning the
design, implementation, and assessment of the results of the efforts
that have been made to solve the problems [27].

Program evaluation results can be used as a benchmark to find
solutions for the problems, and development can also become the
basis in making decisions regarding the program. The training
program'’s evaluation becomes an essential thing because it aims to
find information about its success rate. According to Arikunto and
Jabar [28], program evaluation is an activity to determine how
high the program's success rate is, to find out whether the
educational goals have been achieved and the efforts to provide
information to be conveyed to the decision-makers.

I1l. METHODS

This research was conducted using a qualitative approach, with
a cross-sectional case study method (short research time). It aims
to evaluate the implementation of the quality of education services
at the Faculty of Health Sciences, Muhammadiyah University of
Tangerang. This research was based on eight National educational
standards and 16 good practice guidelines of the University of
Muhammadiyah Tangerang's quality assurance system. Notably,
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five indicators of assessment of TERRA service quality were used,
namely: 1. Tangibles (physical evidence), 2. Empathy 3.
Reliability, 4. Responsiveness, 5. Assurance. The analysis was
conducted through the evaluation of the CIPP component in a
natural setting. Thus, it was expected to find an understanding of
the meaning of inductively.

Mainly, the CIPP evaluation model was based on Daniel Leroy
Stufflebeam due to the following reasons:

e The CIPP evaluation model is based on the view that
implementing an educational program is supported by
various factors, such as student characteristics,
environment, program objectives, and equipment used.
Procedures and mechanisms for implementing the
program itself describe the strengths and weaknesses
of the evaluated program.

e The CIPP evaluation model's four words are evaluation
targets, which are the activity program’'s components
and processes. In other words, the CIPP evaluation
model is an evaluation model that views the program
being evaluated as a system.

e The CIPP evaluation model is intended to evaluate the
process of specifying, delineating, or defining and
explaining, focusing the information needed to obtain
and provide useful information for assessing data
alternatives or information. Therefore, in the
evaluation process, evaluators will help measure and
collect the data and quickly analyse the received data.

e Provide a comprehensive study of an observed social
phenomenon. Thus, a combination of descriptive
qualitative research is expected to produce descriptive
conclusions and generate recommendations.

In its implementation process, the CIPP evaluation model
divides the behavioural descriptions according to what researchers
will observe further. It is based on 8 National Education Standards
and 16 Good Practices Quality Assurance System Guidelines,
Muhammadiyah University of Tangerang, and assess the
indicators for TERRA service quality:

e Tangibles (physical evidence): the availability of
physical facilities including complete infrastructure
(involves the information technology), human
resources (teacher and academic staff), policies, vision,
mission, values and goals, and students.

e Empathy: make it easier for designed procedures by
paying attention to customers' needs. It includes
education funding and development plans.

e Reliability: the ability to provide reliable services
related to competencies. It includes learning activities.

e Responsiveness: a strong desire to solve the obstacles
by providing services quickly and accurately. It
includes the decision-making process.

e Assurance (guarantee): the ability to provide assurance
includes knowledge, ability, for the results that have
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been given, including academic achievement and non-
academic achievement.

The implementation of the CIPP evaluation model is described
in detail:

e Background of program implementation through the
context evaluation component: Guidelines for the
Quality Assurance System of the Muhammadiyah
University of Tangerang, Vision, Mission, Values , and
Goals, and the Development Plan.

e Indicators that become an input to program
implementation include the evaluation component of
Inputs:  Students, educators and academic staff,
education financing, and educational infrastructure
facilities.

e Implementation of the program follows what has been
determined and becomes the provisions and what will
happen in its performance. It includes the component
evaluation Process: Decision Making and Learning
Activities.

e Evaluate whether the results that have been carried out

following what is desired. It includes the Product
evaluation component: Academic and Non-academic
Achievements.
Furthermore, the data/information was compared with
eight National Education Standards and 16 Good
Practices of the Quality Assurance System Guidelines
for the University of Muhammadiyah Tangerang.
Furthermore, the five TERRA's service quality
assessment indicators were used.

The data was collected through interviews and document
study, assisted by several supporting tools such as interview
guidelines, document study sheets, and various sources needed.
The participant is Vice Deans | and Il, Head of Sub-division of
General Affairs and Civil Service, Lecturers, and Students.

The data was analysed through qualitative descriptive, which
described and interpreted each CIPP component indicator's data.
Furthermore, it is evaluated using the Miles and Huberman
interactive model.

The measurement criteria that will be carried out on the object
of evaluation are show in Table 1:

TABLEI. OBJECT EVALUATION
No Context Input Process Product
1 Guidelines Student Decision | Academic
system making achievement
2 Vision, mission, | Educator and | Learning | Non-academic
values, and goals | academic activities | achievement
staff
3 Development Education
plan finance
4 Educational
facilities and
infrastructure
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Triangulation of data/sources are techniques for checking the
validity of the data used. This technique was containing data by
utilizing additional data for data checking and comparison.

Triangulation aimed to produce valid and reliable
data/information. Therefore, triangulation must be carried out
through a systematic process. The data/information from the
triangulation was discussed, verified, and communicated with
stakeholders to determine the reliability and validity of the
findings.

IV. RESULTS AND DISCUSSION

The Faculty of Health Sciences, the Muhammadiyah
University of Tangerang, is part of the Muhammadiyah charity
business in education.

The institutional management of the Faculty of Health
Sciences has been written in the statute of the Muhammadiyah
University of Tangerang, which contains the basic ideas of
institutional control. It is used as a basic guideline for
implementing activities related to academic regulations and
operational procedures and articles of association and bylaws.

The strategic plan and operational plan described the main
tasks and supporting function that complements each other,
considering vertical and horizontal working relationships to
maintain the coordination and communication between institutions
within and outside the organization. The supporting management
implementation includes; academics, student affairs, research and
community service, facilities and infrastructure, human resources,
finance, information systems, and personnel's right placement.

After the data was collected and triangulated, it is evaluated
using the CIPP evaluation model. In addition, it was analysed and
compared with eight National Education Standards and 16 Good
Practices Quality Assurance Guidelines for the University of
Muhammadiyah Tangerang and assessed using five assessment
indicators for TERRA service quality, including:

A. Context of Education Service Quality

Assist to make decision choices, determine needs to be
achieved, formulate program objectives. It was conducted by
collecting and analysing data to determine priorities and goa
and analyse particular objects, relationships, and programs'
strengths and weaknesses.

e The service quality standards of the Faculty of Health
Sciences, University of Muhammadiyah Tangerang,
refer to the guidelines for the Muhammadiyah
University Tangerang quality assurance system.

e Vision, mission, values, and goals: The institution is
based on university guidelines. The target distributes
an academic manual for new students, recruits new
staff and lecturers, and introduces recent student
studies (PPSM).

e Short and long-term development plans, funding
sources from students which managed fully and
collaboratively between the Faculty and the university.
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B. Education Service Quality Input

Analysing problems related to how the available/owned
resources are used, and how strategic alternatives can be made
to achieve a plan that has been prepared, including:

e College student
e Educators and academic staff
e Education Financing

e Educational facilities and infrastructure

C. Education Service Quality Process

Monitoring how the implementation of interaction is carried
out with the components in the existing system, including
management functions, administrative efficiency, learning
effectiveness with continuous supervision. It was conducted
through procedures that can be easily monitored, including
decision making and Learning Activities.

D. Education Service Quality Product

Measuring the achievement of the goals set for the
implementation of the program and serves as a discussion of
consideration and accountability in making decisions/policies that
will be implemented in the future, including: academic and non-
academic achievements.

V. CONCLUSION

After comparing result with 8 National Education Standards
and 16 Good Practices in the Quality Assurance System
Guidelines of the University of Muhammadiyah Tangerang and
assessing using five indicators of assessment of TERRA service
quality, the evaluation of the implementation of the quality of
education services at the Faculty of Health Sciences,
Muhammadiyah University of Tangerang can be concluded as
follow:

e Lack of the availability of physical facilities (tangibles)
and inadequate to be provided for customers
(Empathy), including evaluation components of service
quality standards, vision, mission, values and
objectives, development plans.

e Lack of quality of human resources (Tangibles) and
unable to fulfil customers' needs (Empathy), including
evaluation components for student input, educators and
education staff, education funding, and infrastructure.

e Lack of desire to help solve the problems
(Responsiveness) and the lack of ability to provide
reliable services and conformity to its competencies
(Reliability), including the evaluation component of
the decision-making process and learning activities.

e The absence of the ability to provide assurance
(Assurance) includes knowledge, the ability for results
that have been given to customers, including
components of product evaluation of academic
achievement, and non-academic achievement.
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V1. IMPLICATION

This study implies that an increase in the competence of
graduates and the number of students will be revealed if
educational services are based on indicators of TERRA service
quality assessment and follow 8 National Education Standards and
Guidelines for the Quality Assurance System of Muhammadiyah
University of Tangerang.

VIl. RECOMMENDATION

Based on the result, several recommendations to achieve the
quality of education services are presented as follow:

e Developing human resources competence by providing
opportunities and facilitating the training and
continuing education for supported staff regularly.

e The need to complete the learning facilities and
infrastructure, including additional  classrooms,
practicum/laboratory rooms, and laboratory equipment.

e Make job description guidelines, policies, and
authorities  for  the  academic ~ community
(leaders/lecturers/staff). Thus, the monitoring and
evaluation process can be conducted.

e The need to have an online and integrated service
system (e.g., academic, financial, and general). Thus,
the service process will be more effective and efficient.

e Update the new student admission process's
assessment procedure with timeline and flow that make
it easier for prospective students.

e Improve communication patterns in all sections to
minimize misunderstandings.
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