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Abstract— This study aims to reveal and describe the
relationship between the learning process conducted at graduate
program of vocational education (PKJ) at S tate University of
Malang (UM) and what is faced by the graduates in work field.
This is a tracer study with qualitative descriptive approach. The
research subjects cover all magister graduates of PKJ UM 20072012 living in Malang and its surrounding. The research objects
cover: graduates’ satisfaction on the learning quali ty, and their
profiles in the work fields. The data are collected through
documentation, questionnaires, interview guide, and recording
device. The data is analyzed statistically-descriptively. The
findings of the study show that the graduates overall feel satisfied
with the learning process they are taking at the Graduate
Program of S 2 PKJ UM, viewed from tangibility, reliability,
responsiveness, assurance, and empathy aspects; they also get
hired easily, adapt well in the work fields, and have promising
position, viewed from their main job after the graduation, their
main job salary, their methods to get job, and how long they
waited for the job.

make decisions relating to the learning problems, and reflect on
the learning which has been going on [39]. More specifically,
National Education of Ministerial regulation No.22 (2006)
describes the purpose of vocational education as follows.

Keywords—learning service satisfaction; adaptation ability;
tracer study.

In the implementation of education all this time, however,
vocational education is still considered to fail to achieve the
design of the established goals [9]. Graduates’ students of
vocational college still need training on the technology being
used in the industry, when entering into the work’s world.
Many of university graduates in Indonesia are unacceptable in
the work’s world because of the wide gap between the
qualifications of college graduates in Indonesia with the
qualifications of the workforce required by the work’s world
[19].

I. INT RODUCT ION
The National Education System in Indonesia aims to
educate the life of the nation and develop a complete
Indonesian man so they can grow with creative, innovative,
and future-oriented attitudes and behaviors [9]. The National
Education System today serves to develop the ability and
improve the quality of life and human dignity of Indonesian in
order to realize the national goals [41]. The National Education
System is divided into educational units, education path, type
of education, and education level. Vocational education is on e
type of education in the National Education System, which
primarily aims to prepare learners to be able to work in a
certain field and also ready to move on to higher education
level. To face the economic and industrial competition,
graduates of vocational education are charged with a high
expectation. They are required to have pedagogical,
personality, social, and professional competence[38]. They are
required to be able to read the situation of the learning world,

The specific purpose of vocational education is to improve
the intelligence, knowledge, personality, noble character, and
skills of learners to live independently and follow a further
education in accordance with his vocational program in order
to work effectively and efficiently, develop their expertises and
skills, master the skills and the basics of science and
technology, have a high work ethic, communicate according to
job demands, and have the ability to develop themselves.
So it can be argued that technological and vocational
education is an education held for students who plan and
develop their careers in a particular area of expertise to work
productively and professionally and also ready to move on to
the higher levels of education.

Suryadi added, it is also due to the imbalance between
workforce supply structures with the employment’s structure
according to the education [44]. The governments realize that
there is a very basic problem in vocational education that must
be fixed where the condition occurs because of the
inconsistency of education implementation caused by several
factors [46]. One of them is because of human resources as
educational provider is not professional according to its field
[9]. Mukhadis states that the dialectical demands of the era of
knowledge and technology used as a reference in human
resources (HR) who has the advantage of competence and
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character in the field of technology [23]. In order to prepare
qualified human resources, the improving of the quality of
educational services become the government's main program
now [14]. HR in the future is expected to be more resilient,
independent, responsible, diligent, disciplined, honest and
broad-minded and able to identify, seek and utilize information
in order to have variations of excellence in their respective
fields [23]. Referring to this, the human resources as an
educational provider who has high competence and work
professionally according to their field is needed. This will give
a lot of positive influence on national development especially
on the decreasing unemployment rate in Indonesia and the
increasing of economy [33]. Such human resources need to be
prepared in the higher education.
Currently, vocational education in Indonesia is also known
still face various problems [44]. Rahmatullah presents some of
the issues of vocational education today, such as low quality
and professionalism in the evaluation of vocational education
that is not oriented to the needs of the market, lack of
community and business support towards the development of
vocational education, and lack of supporting facilities and
infrastructure [33]. From some of these opinions, the
researchers assume that the relationship between vocational
higher education as a forum of learning process with the
graduates who have entered the work field need to be
examined. Evaluation needs to be done as a means to
determine the relevance. The components which determine the
success of a learning process is an evaluation [16]. In
Indonesia, academic efforts related to the relationship of higher
education with the world of work have not so much gained
attention, but it is needed by every college to know the success
of the educational process that has been done to their students
[22]. Increased competition among universities at the national
and international levels requires the provision of education
based on a good quality management system to produce good
character graduates, have a high competence, and professional
in work [2]. Because of from qualified teachers and qualified
institutions, qualified human resources can be obtained [48].
In this case, a tracer study is required. Tracer study is a
graduate trace study that is generally conducted 1-3 years
which is useful to measure and track the performance of
graduates so that can be obtained a clear indicator about the
profile of graduates [37]. Further, Schomburg adds, tracer
study is a study of graduates of institutions of higher education
[40]. Tracer study is conducted to measure the performance of
the study program through the output produced by the study
program in forming graduates that can meet the demands of the
era [49]. Information from the tracer study is indispensable for
development purposes and as one of the foundations for future
academic policy in order to establish the implementation of
quality assurance system of education in accordance with the
demands of the needs and dynamics of society[10]. In addition,
the most important is the acquisition of information or input
from the graduates about the conditions of competition in the
field of work so it can be used to improve the curriculum so the
quality of graduates can be better [28]. Thus, through the tracer
study, researcher trying to examine the relationship between
learning that organized by the Magister Program of Vocational

Education in State University of Malang with the work’s world
faced by the graduates.
Master degree program of Vocational Education State
University of Malang (PKJ UM) is one of the departments
from master degree department in postgraduate of Malang
University that has harmonious expectation with the selected
purpose of vocational education, that is to prepare educators
potential as an international standard teacher and/or manager
and other practitioners in the world of vocational education, so
it has the ability to solve problems and to increase the quality
of vocational education. This is also clearly illustrated in the
vision, mission, and objectives. Several components in the
curriculum form characteristics of master degree graduates of
PKJ UM through several competences which are developed in
it. hopefully, the master degree graduates of PKJ UM finally
become organizers of vocational education whose high
competence and professionalism based on his ability.
The observed aspects of the relationship have contexts on
satisfaction of learning service that has been taken by the
master degree graduates in PKJ UM, as well as the profile of
graduates in employment [45]. The observe graduates are
categorized by the researcher into three categories, they are:
graduates who work in Higher Education, vocational high
school and other institutions. Hence, the description of the
correlation between the master degree of PKJ UM’s
expectation and the reality of graduates in employment for the
need to improve the quality of learning.
II. M ET HOD
The study design uses quantitative descriptive design wh ich
is aimed to give phenomenon [26], which examines the
phenomenon, mencandra, mapping, classifying phenomena
examined at specific time intervals [26]. Quantitative
descriptive design is more concerned with the effort to uncover
and describe a variable without relating it to other variables,
which is in accordance with the scope of descriptive research
that does not intend to test a research hypothesis [26].
The subject of this research is all of master degree
graduates of PKJ UM academic year 2007-2012 with 127
graduates population. The samples are taken by purposive
sampling technique where the graduates residing in Malang
and its surroundings are assigned as research samples, and the
sample number is 50 graduates. Purposive sampling is used
when the researcher has certain considerations and is tailored to
the objectives of the study, as well as the aspect of the sample
size which is not a major consideration [26]. This subject is
chosen because it is considered to be capable of providing the
required data by considering the time efficiency, effort, and
possible research reach [42]. Research subjects are divided into
three categories, they are: graduates who work in Universities,
Vocational High School, and other Institutions. The object of
this research is the satisfaction of learning service, as well as
the profile of master degree graduates of PKJ UM in the
workplace.
The study uses a tracer study. The data are collected with
documentation, questionnaires, interview guides, and tape
recorders [7]. The instrument uses non test questionnaire
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instrument, which is intended to perform data collection that is
not individual capability, but the tendency of individual
characteristics of a phenomenon presented as a s timulus [26].
The form questionnaire is 'rank scale' (ranking scales). The
measurement scale uses Likert Scale in the form of
checklist[26], which is meant to measure attitudes, opinions,
and perceptions of a person or a group of social
phenomena[42]. The interview guide is not much different
from the content of the questionnaire. The interview uses
unstructured interview form [27], which is assumed to
complete the data from the questionnaire. Meanwhile, the
recording device uses mobile phone recording applications,
which can be used in telephone interviews or direct interviews.
In the instrument, its validity and reliability are tested as an
instrument quality indicator [25], using IBM SPSS Statistics
version 20 via descriptive analysis.

people each. Third, respondents working in other institutions,
all of them are domiciled in Malang and all of them are male
respondents. The comparison diagram can be seen in the
following picture.

Data analysis technique uses descriptive statistical
technique through the application of IBM SPSS Statistics
version 20 which aims to describe, map or mencandra a
phenomenon which is the object of the study[27]. The criteria
for determining the intervals of each category is calculated
using the ideal rate as the benchmark to determine the category.
Through the results of interval scale scores it can be made an
interval class to determine the category of perception of the
research response [4]. The analysis of each question / statement
on the instrument is then formulated by category percentage,
then consulted with interpretation guidelines [4].

Furthermore, graduate profiles related to graduate activities
after graduation, monthly employment income, job search
methods, and waiting periods are described below. First, the
main activity that most graduates choose after graduation is
permanent work, whether it is graduates who work in
Universities, Vocational Schools, as well as Other Institutions.
This can be seen in the following table.

III. RESULT
A. Profile of Master Degree Graduates of Vocational
Education State University of Malang
Graduate profiles are revealed and described through the
graduate's primary activities after graduation, monthly income
of the primary job, job search methods, and waiting periods.
The identity of the graduate is described by respondent's
domicile, respondent's gender, place of respondent's work, and
comparison of domicile and sex according to place of
respondent's work. Then it is known that respondents who are
domiciled in Malang amounted to 41 people (82%) and
respondents who are domiciled in the area around M alang
amounted to 9 people (18%). Furthermore, the gender of the
respondents consists of 33 males (66%) and 17 females (34%).
The respondent's workplace is disclosed in accordance with the
research design, namely: respondents working in universities
amounted to 31 people (62%), respondents working in
vocational school amounted to 10 people (20%), and
respondents working in other institutions amounted to 9 people
(18%).
Comparison of domicile and gender of respondent in terms
of respondent's workplace can now be described as follows.
First, respondents working in universities consist of 26 people
living in Malang (84%) and 5 people are domiciled around
Malang (16%) with male respondents as many as 19 people
(61%) and female respondents as many as 12 people (39%)
Secondly, the respondents working in vocational school consist
of 6 people living in Malang (60%) and 4 people are domiciled
around Malang (40%) with male and female respondents of 5

Fig. 1 Diagram of comparison of domicile and sex according to place of work
of respondent

T ABLE I GRADUATES’ ACTIVITIES AFTER GRADUATION
Number / Percentage by Workplace Graduate s
Category
Work remains
Work is not
fixed / odd
Married / busy
with family
Continue
study
T aking course

Other
institutions

Higher education

Vocational school

27 persons (87 %)

10 persons (100 %)

9 persons
(100%)

3 persons (10 %)

-

-

2 persons (6 %)

-

-

3 persons (10 %)

1 person (10 %)

-

-

-

-

Jobless
Others

-

-

-

(organize, selfemployed, etc.)

1 person (3 %)

4 persons (40 %)

-

(Source: Descriptive analysis results with Microsoft Excel 2010)

Table 1 shows that: (1) graduates working in universities
are generally in the category of permanent employment, an d a
small proportion in categories: non-permanent employment,
married / busy with family, continuing studies, and others
(organizing, self-employment, etc. ); (2) graduates who work in
vocational school all in the category of permanent
employment, almost half of them in the category Others
(organize, entrepreneurship, etc.), and a small part in the
category continue to study; and (3) graduates working in Other
Institutions are entirely in the category of permanent
employment.
Secondly, the monthly income of most graduates is 2.5 - 5
million for graduates working in Universities and vocational
schools, and 7.5 to 10 million for graduates working in Other
Institutions. This can be seen in the following table.
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T ABLE II MONTHLY INCOME OF GRADUATES

Cate gory

Numbe r / Percentage based on Workplace
Graduates
Higher education

Vocational
School

Other
institutions

<1 million

2 persons (6%)

1 person (10%)

-

1 - 2,5 million

7 persons (23%)

3 persons (30%)

-

2 persons
(22%)
2 persons
5 - 7,5 million
5 persons (16%)
2 persons (20%)
(22%)
4 persons
7,5 - 10 million
4 persons (13%)
(44%)
1 person
>10 million
(11%)
(Source: Descriptive analysis results with Microsoft Excel 2010)
2,5 - 5 million

13 persons (42%)

4 persons (40%)

Table 2 shows that: (1) graduates working in universities
are almost half in the 2.5 to 5 million category, and a small
percentage in the category: <1 million; 1 - 2.5 million; 5 - 7.5
million; and 7.5 - 10 million; (2) graduates who work in SMK
almost half of the category 1 - 2.5 million and 2.5 - 5 million,
and a small percentage in the category <1 million and 5 - 7.5
million; and (3) graduates working in Other Institutions almost
half of them in categories of 7.5 to 10 million, and a small
percentage in categories: 2.5 - 5 million, 5 - 7.5 million and >
10 milion.
Third, the method chosen by most graduates to find a job
today is to build a network since college, whether it is a
graduate who works in Higher Education, vocational schools,
or other institutions. This can be seen in Table 3.
T ABLE III METHODS OF FINDING GRADUATE EMP LOYMENT
Number / Percentage by Workplace Graduates
Cate gorie s

College

Vocational
School

Other
Institutions

Build a network
1 person
15 people (48%)
2 people (20 %)
since college
(11 %)
Build your own
2 people (6 %)
2 people (20 %)
business
Contacted by
students /
1 people (3 %)
graduates
Contacted by
1 person
company /
4 people (13 %)
(11 %)
institution
Information from
4 people (13 %)
Graduate
Work placement /
1 person
3 people (10 %)
internship
(11 %)
Relation (eg:
1 person
parent, relative,
5 people (16 %)
1 person (10 %)
(11 %)
friend, etc.)
Ads in newspapers
/ magazines &
1 person (3 %)
brochures
Internet / online
6 people (19 %)
2 people(20 %)
advertising
Apply without
knowing the
4 people (13 %)
1 person (10 %) vacancy
Other jobs
3 people (10 %)
1 person (10 %) (Source: Descriptive analysis results with Microsoft Excel 2010)

Table 3 shows that: (1) graduates who work in universities
are almost half in the category of network building since
college, and a small percentage in 10 other categories; (2)
graduates who work in SMK a small part in the category: build
networks since college, build their own business , and internet /
online advertising; and (3) graduates working in Other
Institutions in small categories: building networks since
college, contacted by companies / agencies, work /
apprenticeship, and relationships (eg parents, relatives, friends,
etc.).
Fourth, the waiting period of most graduates since getting a
Master's degree is less than a month, whether graduates who
work in Higher Education, Vocational School, or Other
Institutions. This can be seen in the following table.
T ABLE IV GRADUATE P ERIOD OF WORK
Number / Percentage by Workplace Graduate s
Categories

College

Vocational
School

Other Institutions

<1 month
15 people (48%) 4 people (40%)
4 people (40%)
1 month
3 people (10%)
2 people (20%)
2 people (20%)
2 months
3 months
4 people (13%)
1 person (10%)
1 person (10%)
4 months
1 person(10%)
1 person (10%)
5 months
1 person (3%)
6 months
1 person (3%)
> 6 months 3 people (10%)
(Source: Descriptive analysis results with Microsoft Excel 2010)

Table 4 shows that: (1) graduates working in universities
are almost half in the <1 month category, and a small
percentage in the categories: 1 month, 3 months, 5 months, 6
months, and> 6 months; (2) graduates working in vocational
schools are almost half in the <1 month category, and a small
percentage in the categories: 1 month, 3 months, and 4 months;
and (3) graduates working in Other Institutions almost half of
the <1 month category, and a small percentage in the
categories: 1 month, 3 and 4 months. Some graduates have
been working before taking the lessons in S2 Program of PKJ
UM, so they do not need the method and waiting period to find
work at this time. The graduates who have been working are:
(1) graduates working in Universities as many as 4 people
(13% , (2) graduates who work in MSC as many as 3 people
(30%), and (3) graduates working in other institutions as many
as 5 people (56%).
B. Satisfaction of Learning Service Graduate S2 Vocational
Education State University of Malang
The data presented in the Learning Service Satisfaction
Variables are described by reviewing the 5 subvariables: (1)
Tangibles
(Direct
evidence),
(2)
Reliability,
(3)
Responsiveness, (4) Assurance ), and (5) Empathy. Description
of graduate data presented by dividing the respondents into
three categories according to the place of respondent's current
work (respondents working in Higher Education, SMK, and
Other Institutions). The satisfaction of learning service of
graduates who work in Higher Education is satisfactory. This
can be seen from the total results of the analysis of the
subvariables of service learning satisfaction variables in Table
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5, which indicates that the total satisfaction of learning services
is generally considered satisfactory category.
T ABLE V ANALYSIS RESULTS OF VARIABLE SATISFACTION LEARNING
SERVICE GRADUATES WHO WORK IN UNIVERSITIES
Variabe l

Subvariabe l

Mean

Categori

%
Categori

Criteria

In
general
Reliability
11,97 Satisfactory 74,80
Mostly
Satisfaction
In
Responsiveness 9,19
Satisfactory 76,61
of Learning
general
Services
In
Assurance
18,71 Satisfactory 77,96
general
In
Empathy
9,39
Satisfactory 78,23
general
In
T otal
61,77 Satisfactory 77,23
general
(Source: Descriptive analysis results with IBM SPSS Statistics 20)
Tangibles

12.52

Satisfactory

78,23

Table 5 shows that: (1) Generally (78.23%) Tangibles are
categorized as Satisfactory with mean 12.52; (2) Most
(74.80%) Reliability is satisfactory category with mean of
11.97; (3) Generally (76.61%) Responsiveness is Satisfactory
category with mean 9,19; (4) In general (77.96%) Assurance is
satisfied with the category of 18.71; and (5) Generally
(78.23%) Empathy is categorized as Satisfactory with mean
9.39. Total of Service Learning Satisfaction shows in general
(77.23%) including satisfactory category with mean of 61.77.
The satisfaction of graduate learning services working in SMK
is satisfactory. This can be seen from the total results of the
analysis of the subvariables of service learning satisfaction
variables in Table 6, which shows that the total satisfaction of
learning services in general is satisfactory.
T ABEL VI ANALYSIS RESULTS OF VARIABLE SATISFACTION LEARNING
SERVICE GRADUATES WHO WORK IN VOCATIONAL HIGH SCHOOL
Variabe l

Satisfaction
of Learning
Services

T otal

Subvariabe l

Mean

Categori

%
Categori

Criteria

Tangibles

12.3

Satisfactory

76,87

In
general

Reliability

11,6

Satisfactory

72,5

Mostly

Responsiveness

9,4

Satisfactory

78,33

In
general

Assurance

16,4

Satisfactory

78,09

In
general

Empathy

9

Satisfactory

81,82

In
general

In
general
(Source: Descriptive analysis results with IBM SPSS Statistics 20)
60,2

Satisfactory

81,35

Table 6 shows that: (1) Generally (76.87%) Tangibles are
categorized as Satisfactory with mean 12.3; (2) Most (72.5%)
Reliability belongs to the Satisfactory category with mean of
11.6; (3) Generally (78.33%) Responsiveness is satisfactory
with mean 9.4; (4) Generally (78.09%) Assurance is
satisfactory with mean 16,4; and (5) Generally (81.82%)
Empathy is categorized as Satisfactory with mean 9. Total of
Service Learning Satisfaction indicates in general (81.35%)
including satisfactory category withmean 60.2.

The satisfaction of graduate learning services working in
Other Institutions is satisfactory. This can be seen from the
total results of the analysis of the subvariables of learning
service satisfaction variables in Table 7, which indicates that
the total satisfaction of learning services in general including
satisfactory categories.
T ABEL VII ANALYSIS RESULTS OF VARIABLE SATISFACTION LEARNING
SERVICE GRADUATES WHO WORK IN OTHER INSTITUTIONS
Variabel

Satisfaction
of Learning
Services

T otal

Subvariabel

Mean

Categori

%
Categori

Tangibles

12.33

Satisfactory

77,08

Reliability
Responsiveness

11,44
9,11

Satisfactory
Satisfactory

71,53
75,93

Assurance

18

Satisfactory

85,71

Empathy

9,33

Satisfactory

84,85

60,22

Satisfactory

81,38

Criteria
In
general
Mostly
Mostly
In
general
In
general
In
general

(Source: Descriptive analysis results with IBM SPSS Statistics 20)

Table 7 shows that: (1) Generally (77.08%) Tangibles are
categorized as Satisfactory with mean 12.33; (2) Most
(71.53%) Reliability is satisfactory category with mean of
11.44; (3) Most (75.93%) Responsiveness is Satisfactory
category with mean 9.11; (4) in general (85.71%) Assurance is
satisfied with the category of 18; and (5) Generally (84.85%)
Empathy is categorized as Satisfactory with mean 9.33. Total
of Service Learning Satisfaction shows in general (81.38%)
including satisfactory category with mean of 60.22.
IV. DISCUSSION
A. Profile of Master Degree Graduates of Vocational
Education State University of Malang
The graduate profile involves the identity of the respondent,
main activities after the graduation, monthly main job income,
job search methods, and the work waiting period shows that the
master degree’s graduate of PKJ UM who works in a college,
Vocational School, or other Institution has the absorption
ability, process, and a good position in the work’s world. This
can be seen from the main activities of graduates after the
graduation which indicates a good absorption in the work’s
world where most of the graduates choose to work as their
main activity after graduation.
The monthly income of graduates from the main job also
shows that the graduates have a good position in the world of
work. This can be seen from the monthly income of the
graduates which are above of UMK Malang Raya in 2017. As
has been socialized by the Transmigration and Manpower
Office of Malang related to the UMK Malang Raya in 2017 at
the Hall Room of Malang City on December 7, 2016, that:
Malang City has monthly income of graduates as much as Rp.
2,272,167.50; Malang Regency has monthly income of
graduates as much as Rp 2,368,510.00; and Kota Batu has
monthly income of graduates as much as Rp 2,193,145.00;
(Public Information Field, 2016). Analysis of the research
results shows that graduates who working in the university and
vocational schools almost half of them have the income
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between 2.5 to 5 million per month. While the graduate who
works in other institutions almost half of them have the income
between 7.5 to 10 million per month.
The method and the work waiting period of graduates to
find the work also show a good process in the world of work
now. This can be seen from most of graduates now who have a
work waiting period of less than 1 month to find a job. Even
some of graduates have been working before taking the lessons
in Master Degree’s Program in PKJ UM. Most of the graduates
also choose to build the network since they are still in the
college as a method of finding work.
B. Satisfaction of Learning Service Graduate S2 Vocational
Education State University of Malang
The results revealed that the satisfaction of learning service
from Tangibles aspect, Reliability aspect, Responsiveness
aspect, Assurance aspect, and Empathy aspect for Master
Degree’s graduate of Vocational Education in State University
of Malang (PKJ UM) whether they work in Universities,
Vocational Schools, or other institutions, generally, included
into the satisfactory category. This can be described as follows.
Satisfaction of learning service is something to be
considered in order to prepare the quality of Human Resources
(HR). Today, the improving of education services quality has
become the main program of government[14]. Therefore, it is
necessary to improve the quality of service in vocational higher
education which in this case is the Master Degree’s Program of
PKJ UM. Rasli argues that to achieve the dual purpose of
satisfaction and loyalty, the quality of services in the education
sector especially in universities needs to be evaluated from an
internal (customer) and external (service provider) perspective
[35]. The quality of educational services, then should be
oriented on what is perceived by the recipient of services to the
services provided by the service provider, that is the college
[14].
Satisfaction according to Philip Kotler is the feeling of
pleasure or disappointment of someone who emerged after
comparing the perception or the impression of the performance
or the outcome of a product and its hopes [20]. Then the
satisfaction of learning service is the level of satisfaction on the
service to the learning that has been held by an institution. In
other words, the level of quality of education services can be
based on the level of satisfaction of graduate services on the
learning that has been held. By knowing the level of learning
service satisfaction, it will also be known that the next level of
service quality can be used to improve the quality of education
services, so that will create the quality of education. Because,
conceptually, quality of education can be indicated as a capable
education service of producing educational output in
accordance with the demands of society or professional work’s
world [14].
The satisfaction of learning services can be known from the
quality of service, because the quality of service refers to the
quality of service offer expected and felt, where the satisfaction
of learning service is determined from customer satisfaction
[5]. Service quality can be measured through the service quality
model (SERVQUAL). The SERVQUAL model is proposed by
Parasuraman which initially identifies the ten basic dimensions

that create several criteria that can be used in assessing service
quality [29]. Then in the next study, Parasuraman refined these
10 dimensions by testing the final item content that formed
each of five straight dimensions: tangibles, reliability,
responsiveness, assurance, and empathy [30].
SERVQUAL model is one of scale that most used by many
researcher in most of the research to measure the perceived
quality of service [18]. Some research show that discrepancy
and relativeness of quality service from five quality service
dimension is spread evenly to all respondents, although with
some specific differences [13]. Other research also shows that
satisfy level is equal with their willingness to give big effort to
their research [15]. Malik and Kayatsha add, through their
research, we know that education quality is an important
national development predictor which must to be considered
when processing strategy to pull and hold students who want
get high education [21].
Learning service satisfaction can be observed from
tangibles, reliability, responsiveness, assurance, and empathy
aspect. Analysis research result shows that PKJ UM S2
graduated students who work in University, Vocational High
School and other institutions is in satisfying category in each
aspects and total of all aspects. The category percentage in each
aspects shows ‘average’ criteria, except in Reliability aspect. In
reliability aspect, the category percentage shows ‘most of ’
criteria for graduated students who work in University,
Vocational High School and other institutions. But for the
category percentage total from all aspects show ‘average’
criteria for graduated students who work in University,
Vocational High School and other institutions.
There is no significant problem related to the Learning
Service Satisfaction which is all categories in the aspects and
the total show satisfying category to all graduated students who
work in this three kinds institutions. But there is aspect that
must to be put in big attention on the criteria of category
percentage per-aspect learning service satisfaction variable,
which is reliability aspect. All of the category percentage
criteria on reliability aspect show ‘most of ‘ for the graduated
students who work in University, Vocational High School and
other institutions. It is shows that there is equality in decreasing
category percentage to all graduated students related to
reliability aspect, where other aspects show ‘average’ category
percentage although total of category percentage from all
aspects show ‘average’.
Reliability is ability in giving the promised service with
accuracy and carefulness [01]. Reliability aspect in this
research consist of 2 (two) dimensions, i.e. Lectures Service by
Lecturer with 2 descriptor: (1) Lectures Planning, and (2)
implementation and advanced, and Student Administration
Service with the descriptor is ability of administrative staff.
Interview data show that aspect of reliability especially o n
‘implementation and advanced’ descriptor from Lectures
Service by lecturer become the spotlight of the graduates to
expect its development. This can be reviewed from interview
data showing that decreasing category of percentage related to
reliability aspect caused by the number of lecturers who
teaches courses in the UM PKJ S2 program still holding master
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degree (S2), and very few lecturers who hold Doctor (S3) or
Professor. Expressed by the recent graduates of UM PKJ S2
program, that when they were learning in the UM PKJ S2
program, there are still some lecturers with master’s degree
(S2) who teaches subjects in the field of concentration,
although it has been reduced from years. As for the course in
the field of education has been teaches by the lecturers who
held Doctor and Professor. This is what causes differences in
category percentage on the aspect of reliability. But apart from
that, there is no significant problem related to service learning
satisfaction in which all categories on the aspects and the totals
show satisfactory categories on all graduates working in all
three types of institutions. In the end, all dimensions (5
dimensions) of service quality have an important position in
the education sector and play an important role in the
satisfaction of learners so worthy to be examined. Whenever
there are deficiencies in the dimensions of service quality will
affect learners’ satisfaction [18].
Based on the above description it is known that the
satisfaction of learning service UM PKJ S2 program graduates
both working in University, Vocational High School and other
institutions are generally satisfied with their learning in UM
PKJ S2 program both in terms of tangibles, reliability,
responsiveness, assurance and empathy aspect.
Satisfaction of learning service in this study measures
satisfaction of learning service UM PKJ S2 graduates based on
the profession of graduates categorized by researcher into three
categories (graduates who work in University, Vocational High
School and other institutions). The satisfaction of the learning
service in this study is also explained in more detail through
five aspects of the SERVQUAL model. This is slightly
different from previous research i.e. tracer study University of
Indonesia (UI) in 2010 which was investigated by the head of
UI Career Development Center (CDC-UI) which measures the
satisfaction of learning services based on graduate faculty and
the elaboration of satisfaction with learning in general[11].
The study results of the learning service satisfaction in this
study are expected to be more complement terms of
representation and accuracy related to what should be
investigated to determine the satisfaction of learning services
through Tracer study. By knowing the level of service
satisfaction of graduates on the learning that has been held,
then UM PKJ S2 program can improve the quality of its study
program. Because the tracer study used is a feedback that can
be used to improve the quality of study program, a complete
data collection of graduates of a study program is necessary to
suit the demands of the needs and the dynamics of current and
future society [34].
Information obtained through this tracer study can be used
to measure performance courses through graduates that can
fulfill demands of the times and is a reference for the
development and implementation of the quality assurance
system of education [49]. So it can be as one of the foundations
in making academic policy in the future by the institution of
education providers. The success of graduates in entering the
world of work is one indicator of learning outcomes and
relevance of learning outcomes for the society [36]. The
success of graduates in entering the world of work and

performing their roles in various fields of work they live in
professionally according to interest and ability is one indicator
of learning outcomes and relevance of learning outcomes for
the society as well as an indicator of the success of the
education process [43].
V. CONCLUSIONS AND SUGGEST IONS
Based on research results and discussion can be
summarized as follows. First, service learning satisfaction in
terms of Tangibles, Reliability, Responsiveness, Assurance,
and Empathy, S2 graduate Vocational Education State
University of Malang is in the category of satisfactory. Second,
absorption power, process, and position in the world of work
viewed from the main activities after graduation, monthly
income, waiting period, and job search methods, S2 graduate of
PKJ UM is in the good category.
Based on the results of research and discussion can be
given suggestions as follows. First, universities are advised to
run the tracer study program in order to know the absorption,
process, and position of graduates in the world of work so as to
prepare graduates in accordance with the competencies
required in the world of work and can assist the government in
order to map and align the needs of the world of work with
competencies gained from universities. Second, the director
and the head of the study program are advised to pay more
attention to the aspects of the learning service in terms of both
academic and non-academic for the improvement and quality
assurance of higher education institutions. Third, the
Administrative Staff is advised to better understand the
characteristics of students related to the interests and
difficulties of the students so as to create a more conducive and
intelligent learning atmosphere and add insight in the
consideration to evaluate the development of Study Program
services. Fourth, S2 graduate of PKJ UM is expected to be
more participate (give critical input / build description and
inspiration related to reality encountered in the world of work
as well) if found again in the future things related to the
development of educational institutions. Fifth, the researcher
can then conduct research in the wider scope of graduates or
larger population (in terms of domicile or graduates) to get
more comprehensive conclusions. As well as improving the
accuracy of research instruments (use of other variables and
different perspectives) and data accuracy (related graduates are
scattered in various regions both inside and outside the
country).”
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