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Abstract—Measurement of the satisfaction of students to 

education service quality needs to be done by the institution. The 

measurement results of student satisfaction will use as a basis in 

determining priority programs by the institution in improving 

the education service quality. This study intended to describe 

student satisfaction of education service quality and the 

determination of priority programs to improve education service 

quality based on an assessment of student satisfaction levels. The 

model used is a descriptive study model. The data used in this 

study were obtained from primary and secondary sources in the 

form of quantitative data. Quantitative data consisted of the 

result of the assessment of student satisfaction in service quality. 

The research instrument in the form of the student satisfaction of 

service quality questionnaire. The questionnaire follows the 

service quality model that includes aspects of reliability, 

responsiveness, assurance, empathy. The questionnaire uses 4 

Likert scales, from 1 (not good) to 4 (very good).  This study 

involved 297 respondents who were students majoring in 

accounting at the Bali State Polytechnic. The sampling technique 

used was stratified random sampling based on the academic year 

the student was registered. The study used descriptive analysis 

techniques. Describe the student satisfaction of service quality 

using percentage analysis by comparing the answers with ideal 

answers in the same item and also describe the student 

satisfaction of service quality by using the cartesian diagram. The 

results of the study are students satisfied with the quality of 

educational services in general, but there are some dimensions of 

service quality that needed to improve. Priority program for 

improving the quality service can be done by the improvement of 

the learning room and facilities, increase competence and 

increase teaching skills of lecturers, the improvement of the 

learning process and examinations assessment, and the 

improvement of the quality and quantity of library materials. 
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I. INTRODUCTION 

The success of higher education depends on the ability of 
higher education to provide services according to expectations 
of education consumers and the higher education ability to 
produce products that satisfy people who use educational 
services [1]. Therefore, Higher education strives to provide 
quality services according to user expectations. 

Students are one of the higher education service 
stakeholders. Students as the primary stakeholders have various 
needs and expectations for educational services. The student 
needs and expectations need to be understood by the higher 
education to meet or exceed student expectations [2]. 

Quality of educational services is an effort made by 
educational institutions to meet expectations of creating 
customer satisfaction in education [3]. Students' perceptions of 
the quality of educational services need to be assessed by the 
Higher education. Higher education may use the results of this 
assessment to adjust the services provided to meet or exceed 
student expectations. 

Service quality dimensions have a strong relationship with 
the students’ satisfaction [4,5]. Student satisfaction is an 
indicator of quality in higher education [6]. Student satisfaction 
is one element of the education quality monitoring used by 
higher education institutions [7]. Student satisfaction as a user 
needs to be evaluated periodically. According to BAN-PTN 
(National Accreditation Board for Higher Education) 
standards, the level of user satisfaction on the aspects of 
reliability, responsiveness, assurance, empathy, and tangible is 
≥ 75%.  

Educational institutions must deliberately manage 
educational services so that they exceed student expectations 
because this does not happen automatically [2]. Educational 
institutions must make priority programs to improve the quality 
of educational services to increase student satisfaction. 
According to BAN-PTN (National Accreditation Board for 
Higher Education), the measurement results of student 
satisfaction are analyzed and followed up at least two times 
each semester and used to improve the learning process and 
show an increase in learning outcomes.  

Considering the strong relationship between service quality 
and student satisfaction, and also the importance of priority 
programs to improve service quality, it is necessary to assess 
the level of student satisfaction with service quality as the basis 
for determining priority programs for improving the service 
quality. Measurement of the level of student satisfaction 

Advances in Social Science, Education and Humanities Research, volume 544

Proceedings of the International Conference on Science and Technology

on Social Science (ICAST-SS 2020)

Copyright © 2021 The Authors. Published by Atlantis Press SARL.
This is an open access article distributed under the CC BY-NC 4.0 license -http://creativecommons.org/licenses/by-nc/4.0/. 419



includes the aspects of reliability, responsiveness, assurance, 
empathy, and tangibility. 

This study intended to describe the student's satisfaction 
with education service quality and the determination of priority 
programs to improve education service quality based on an 
assessment of student satisfaction levels. 

II. RESEARCH METHODS  

The research model used is a descriptive research model by 
describing the student's satisfaction with education service 
quality and the determination of priority programs to improve 
education service quality based on an assessment of student 
satisfaction levels. The data used in this study were obtained 
from primary and secondary sources in the form of quantitative 
data. Quantitative data consisted of the result of the assessment 
of student satisfaction in service quality. The research 
instrument in the form of the student satisfaction of service 
quality questionnaire. The questionnaire follows the service 
quality model that includes aspects of reliability, 
responsiveness, assurance, empathy [8] following the 
provisions of BAN-PTN. Questioner consists of 40 question 
items. The questionnaire uses 4 Likert scales, from 1 (not 
good) to 4 (very good).  This study involved 297 respondents 
who were students majoring in accounting at the Bali State 
Polytechnic. The sampling technique used was stratified 
random sampling based on the academic year the student was 
registered.  

The analysis techniques used are descriptive analysis. 
Describe the student satisfaction of service quality using 
percentage analysis by comparing the answers with ideal 
answers in the same item and also describe by using the 
cartesian diagram. The cartesian chart consisted of four 
quadrants bounded by two lines that intersect perpendicularly 
at points (X, Y). The X-axis is the performance/implementation 
score, and Y-axis is the importance/expectation score. The 
cartesian diagram is shown as follows in Figure 1. 

 

 

Fig. 1. Cartesian diagram. 

III. RESULTS AND DISCUSSIONS 

The quality of educational services is an effort made by 
educational institutions to meet expectations of creating 
customer satisfaction in education. Improving service quality to 
provide excellent service requires the following four things: (1) 
customers and their expectations, (2) performance 
improvement, (3) process improvement,  and (4) culture that 
supports continuous improvement.  Customers and their 
expectations are the service organization that identifies 
customer expectations, sets priorities, then establishes criteria 
for judging success. Performance improvement is a service 
organization that identifies and implements performance, 
recognizes, and awards. Process improvement is service 
organizations identify process problems that can affect 
customer satisfaction, diagnose causes, identify, and test 
solutions or improvements.  The culture that supports 
continuous improvement, the service organization strengthens 
the organizational culture so that it can support continuous 
improvement of service quality [8]. 

Measurement of customer satisfaction is important to be 
able to find out the product/service attributes that make 
customers satisfied, and product/service attributes that make 
customers dissatisfied [9]. Customer satisfaction is a function 
of the gap between the customer expected service and customer 
received services. The service expected depends on word of 
mouth information, personal needs, and past experiences, while 
the service received depends on the dimensions of service 
quality. A comparison of the expected service with the service 
received raises the perception of service quality. The quality 
measurement method uses five dimensions of service quality 
known as the service quality method which consists of 
tangibility, reliability, responsiveness, assurances, and empathy 
[10]. 

A. Student Satisfaction with the Quality of Education Services 

Management of educational institutions must have a 
comprehensive understanding of the needs and expectations of 
students first [2], namely reliability, namely the ability of 
educational institutions to carry out services accurately and 
reliably following the promised. Responsiveness refers to the 
willingness and ability to help service users (students, 
stakeholders, and society) and respond to their requests 
quickly. Assurance is a guarantee that includes knowledge, 
competence, politeness, and respect for students. Guarantees 
have a trustworthy nature, free from danger and doubt. 
Empathy means that educational institutions are willing to care 
and to give personal attention to service users (students, 
stakeholders, and society) and have comfortable operating 
hours.  Tangibles relate to the appearance of physical facilities, 
equipment/supplies, personnel, and communication materials 
[3].  

The following will describe the results of the percentage 
analysis and cartesian diagrams for each of the quality 
dimensions and the overall quality dimension. 
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TABLE I.  ASSESSMENT OF TANGIBILITY DIMENSIONS 

Tangibility 

Dimensions  

Expectation Reality 

Score (%) Score (%) 

Ta1 3.87 3.05 

Ta2 3.84 3.02 

Ta3 3.74 3.11 

Ta4 3.69 3.13 

Ta5 3.52 3.08 

Ta6 3.56 3.02 

Ta7 3.49 3.18 

Ta8 3.52 3.13 

Ta9 3.52 3.05 

Ta10 3.57 3.05 

Ta11 3.77 3.02 

 
Based on the data in Table 1, it can be said that the 

tangibility dimensions are good, but there are considerable 
gaps between expectations and realization for Ta1 (the lecture 
room used for lectures), Ta2 (teaching and learning facilities in 
the lecture room), and Ta11 (library materials are available in 
the library) which could cause dissatisfaction. 

   

Fig. 2. Cartesian diagram of tangibility dimensions. 

The components of the tangibility dimension of service 
quality that are in quadrant A (high priority) are Ta1 (the 
lecture room used for lectures), Ta2 (teaching and learning 
facilities in the lecture room), and Ta11 (library materials are 
available in the library). The components of the tangibility 
dimension of service quality that are in quadrant C (low 
priority) are Ta6 (service facilities used in the department), Ta9 
(library service room in the library), and Ta10 (the facilities 
used in the library) (Figure 2). 

 

 

 

 

 

TABLE II.  ASSESSMENT OF RELIABILITY DIMENSIONS 

Reliability 

Dimensions  

Expectation Reality 

Score (%) Score (%) 

Re1 3.80 3.18 

Re2 3.84 3.03 

Re3 3.84 3.00 

Re4 3.57 3.07 

Re5 3.52 3.03 

Re6 3.70 3.05 

Re7 3.67 3.11 

Re8 3.49 3.05 

Re9 3.57 3.05 

Re10 3.44 3.00 

Re11 3.54 3.00 

 
Based on the data in Table 2, it can be said that the 

reliability dimensions are good, but there are considerable gaps 
between expectations and realization for Re2 (the reliability of 
the lecturer in giving examples), Re3 (the ability of the lecturer 
in teaching practicum), Re6 (the reliability dimension of the 
equipment used for practicum), Re10 (the ability of library 
staff in-service), and Re11 (reliability of library information) 
which could cause dissatisfaction.  

 

Fig. 3. Cartesian diagram of reliability dimensions. 

The components of service quality reliability dimension in 
quadrant A (high priority)  are Re2 (the reliability of the 
lecturer in giving examples), Re3 (the ability of the lecturer in 
teaching practicum), and Re6 (the reliability dimensions of the 
equipment used for practice). The components of service 
quality reliability dimension in quadrant C (low priority) are 
Re10 (the ability of library staff in-service), and Re11 
(reliability of library information) (Figure 3). 
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TABLE III.  ASSESSMENT OF RESPONSIVENESS DIMENSIONS 

Responsiveness 

Dimensions 

Expectation Reality 

Score (%) Score (%) 

Rs1 3.70 3.02 

Rs2 3.74 3.00 

Rs3 3.70 3.13 

Rs4 3.70 3.12 

Rs5 3.61 3.02 

Rs6 3.57 3.00 

 

 

Fig. 4. Cartesian diagram of responsiveness dimensions. 

Based on the data in Table 3, it can be said that the 
responsiveness dimensions are good, but there are considerable 
gaps between expectations and realization for  Rs1 (lecturer 
responsiveness to students' physical abilities), Rs2 (lecturer 
responsiveness to students with less learning absorption), dan 
Rs6 (responsiveness of library staff to student needs) which 
could cause dissatisfaction. 

The components of the responsiveness dimension of service 
quality in quadrant A (high priority) are Rs1 (lecturer 
responsiveness to students' physical abilities), and Rs2 (lecturer 
responsiveness to students with less learning absorption). The 
component of the responsiveness dimension of service quality 
in quadrant C (low priority) is Rs6 (responsiveness of library 
staff to student needs) (Figure 4). 

TABLE IV.  ASSESSMENT OF ASSURANCE DIMENSIONS 

Assurance 

Dimensions 

Expectation Reality 

Score (%) Score (%) 

As1 3.66 3.30 

As2 3.72 3.21 

As3 3.77 3.10 

As4 3.72 3.28 

As5 3.54 3.21 

As6 3.51 3.18 

 
Based on the data in Table 4, it can be said that the 

assurance dimensions are good, but there are considerable gaps 
between expectations and realization for As2 (guarantee that 

the exam assessment is objective), and As3 (guarantees that the 
implementation of the learning process is properly) which 
could cause dissatisfaction. 

 

Fig. 5. Cartesian diagram of assurance dimensions. 

The components of the service quality assurance dimension 
in quadrant A (high priority) are As2 (guarantee that the exam 
assessment is objective), and As3 (guarantees that the 
implementation of the learning process is properly). The 
components of the service quality assurance dimension in 
quadrant C (low priority) are As5 (BAAK staff guarantees to 
serve well), and As6 (guarantee the library staff serves well) 
(Figure 5). 

TABLE V.  ASSESSMENT OF EMPATHY DIMENSIONS 

Assurance 

Dimensions 

Expectation Reality 

Score (%) Score (%) 

Em1 3.72 2.57 

Em2 3.54 3.00 

Em3 3.59 3.02 

Em4 3.61 3.00 

Em5 3.56 3.02 

Em6 3.54 2.84 

 
Based on the data in Table 5, it can be said that the empathy 

dimensions are good, except for Em1 (the attention of the 
lecturers to students who are not smart enough) and Em6 (the 
library staff's attention to the lack of library books). 
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Fig. 6. Cartesian diagram of empathy dimensions 

The component of the empathy dimension of service 
quality in quadrant A (high priority) is Em1 (the attention of 
the lecturers to students who are not smart enough). The 
component of the responsiveness dimension of service quality 
in quadrant C (low priority) is Em6 (the library staff's attention 
to the lack of library books) (Figure 6). 

When viewed as a whole, the tangibility dimensions in 
quadrant A (high priority) are Ta1 (lecture rooms used for 
lectures), and Ta2 (teaching and learning facilities in the 
lecture room) and Ta11 (library materials available). The 
reliability dimensions in quadrant A are Re13 (lecturer 
reliability in providing examples), Re14 (the ability of lecturers 
to teach practicum), Re17 (the reliability of the equipment used 
in practice), and Re18 (the reliability of academic information 
in the department).  The responsiveness and empathy 
dimensions in quadrant A are Rs23 (the responsiveness of the 
lecturer to the student's physicality), Rs24 (the responsiveness 
of the lecturer to the student's less learning absorption), Rs25 
(the responsiveness of the technician to the laboratory 
readiness), Rs26 (the responsiveness of the department to the 
availability of learning), and Em35 (lecturer attention to less 
intelligent students) (Figure 7).  

 

Fig. 7. Cartesian diagram of entirety dimensions. 

When viewed as a whole, the tangibility dimensions in 
quadrant C (low priority) are Ta6 (service facilities used in the 
department), Ta9 (library service room in the library, and Ta10 
(facilities used in the library). The reliability dimensions in 
quadrant C are Re16 (the ability of department technicians in 
service), Re19 (staff ability in service), Re20 (academic 
information reliability), Re21 (libraries staff ability in service), 
and Re22 (the reliability of library information in the library). 
The responsiveness and empathy dimensions in quadrant C are 
Rs27 (responsiveness of staff in serving students), Rs28 
(library staff responsiveness to student needs), Em36 (attention 
lecturers to active student organizations), Em37 (attention 
technicians to the absence of lab equipment), Em38 (the 
attention of department staff to learning facilities), Em39 
(attention of staff to underprivileged students), and Em40 
(attention of library staff to the library materials). 

B. Education Service Quality Improvement Priority Programs 

Implementation of quality improvement programs needs 
technology support. The use of technology can increase student 
and faculty satisfaction [11]. Service quality influence the 
university image and student satisfaction [12]. Besides 
affecting institutional reputation and student' satisfaction, 
service quality also influences students' loyalty [13-15]. 
Service quality is important to an academic institution for 
acquiring popularity, attracting funds, challenging other 
institutions, facing global competition and, competing for 
better rankings [16].  

In general, the score for the quality of academic services is 
good but still lower than expectations. Therefore it is necessary 
to have programs to improve the service. The priority program 
needed regarding the tangible aspect is to improve the learning 
room and facilities such as lecture rooms, lecture room 
facilities, library facilities, and other facilities. Classrooms and 
facilities that meet quality standards and the availability of 
adequate facilities will affect service quality.  

The priority program needed regarding aspects of reliability 
is to increase lecturer competence in teaching practice. The 
ability of lecturers to provide real examples and teaching 
practice will increase according to student expectations. 
Besides, it is also necessary to increase librarian competence 
and improve library information systems so that librarians can 
provide good services with the support of adequate information 
systems. For this reason, it is necessary to update the 
knowledge and skills of the lecturers to use various and 
appropriate methods in teaching and assessment activities [17]. 
Quality of teaching will affect student satisfaction [18]. 

The priority program needed regarding the responsiveness 
aspect is to increase the teaching skills of lecturers. Adequate 
teaching skills of lecturers will encourage lecturers to be more 
responsive to students' physicality and the student's less 
learning absorption. Student satisfaction is not only influenced 
by academic aspects, non-academic aspects, and reputation 
[5,19].  
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The priority program to improve aspects of assurance is 
improving the learning process and examinations assessment 
so that the learning process runs well, and examination 
assessments are carried out objectively. It is also necessary to 
improve the quality of library staff to provide quality services. 
Qualified staff delivers better service to students [20].  

The priority program to improve empathy aspects is the 
improvement of the librarian's attention to the quality and 
quantity of library materials in the library. Student perceptions 
of the academic, social, and environmental aspects correlated 
with overall satisfaction [21]. 

IV. CONCLUSION 

The purpose of the study is to describe the satisfaction of 
students with education service quality and the determination 
of priority programs to improve education service quality in the 
Accounting Department PNB. The results of the study are 
students satisfied with the quality of educational services in 
general, but there are some dimensions of service quality that 
needed to improve. Priority program for improving the quality 
service can be done by the improvement of the learning room 
and facilities, increase competence and increase teaching skills 
of lecturers, the improvement of the learning process and 
examinations assessment, and the improvement of the quality 
and quantity of library materials. 
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