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Sirajul Afkar

ABSTRAK

Penelitian ini untuk menganalisa bagaimana: kualitas pelayanan pada Biro
Administrasi Akademik Universitas Bakrie dalam lima dimensi SERVQUAL
yaitu (tangible, responsiviness, reliability, empathy dan Assurance), kesenjangan
antara kinerja dan kepentingan mahasiswa, atribut pelayanan yang dianggap
penting oleh mahasiswa, serta memberikan usulan prioritas tindakan yang dapat
dilakukan untuk meningkatkan kualitas pelayanan.

Ini adalah penelitian deskriptif kuantitatif dengan populasi seluruh mahasiswa
Universitas Bakrie yang terkategori aktif sampai semester genap 2018/20109.
Pemilihan sampel adalah non probalistic sampling dengan mengambil sampel dari
berbagai program studi yang berjumlah 273 orang atau 10 % dari total populasi
yang berjumlah 2729 orang. Data awal diperolehl dengan melakukan observasi
saat diadakan aspiration day oleh himpunan mahasiswa, selanjutnya dilakukan
kuisioner untuk mempertajam temuan dengan menggunakan metode Importance
Performance Analysis (IPA).

Berdasarkan hasil penelitian ditemukan bahwa: Kualitas pelayanan Biro
Administrasi Akademik Universitas Bakrie yang meliputi 5 dimensi servqual
memiliki dampak positif dan signifikan terhadap kepuasan mahasiswa, bisa
dikatakan kualitas pelayanan BAA Universitas Bakrie dapat dikatakan baik.
Untuk uji beda paired sample t test terdapat kesenjangan antara kepentingan dan
kinerja terhadap kualitas pelayanan, walaupun secara keseluruhan skor
kesenjangan masih dalam kategori baik tetapi beberapa atribut pada dimensi
jaminan memperoleh nilai kesenjangan diatas -1. ini mencerminkan bahwa kinerja
pelayanan adminstrasi akademik belum memenuhi kepuasan mahasiswa. Untuk
uji IPA dari 20 atribut pernyataan terdapat empat atribut yang dianggap penting
oleh mahasiswa dan memerlukan tindakan prioritas perbaikan. dari hasil pemetaan
melalui Importance Performance Analysis, diperoleh hasil bahwa terdapat 1
atribut pada dimensi responsiviness dan 1 atribut pada dimensi Assurance
memiliki kualitas pelayan rendah yang memerlukan tindakan prioritas perbaikan.

Kata Kunci: Kualitas Pelayanan Administrasi Akademik, Importantce
Performance Analysis (IPA), SERVQUAL

vii



THE ANALYSIS OF ACADEMIC ADMINISTRATION SERVICE
QUALITY USING IMPORTANCE PERFORMANCE ANALYSIS
IN THE ACADEMIC ADMINITRATION BUREAU
BAKRIE UNIVERSITY

Sirajul Afkar

ABSTRACT

This research is analyze: academic administration service quality based on
SERVQUAL including tangible, responsiveness, reliability, empathy and
assurance.the gap between student performance and interests, service attributes
deemed important by students, and giving priority suggestions also an actions
that can be taken to improve the quality of service.

This descriptive study all Bakrie University students as population who are
categorized as active until the even semester 2018/2019. The sample selection is
non probalistic sampling by taking samples from various programs which number
273 people or 10% of the total population of 2729 people. Initial data was
obtained by observing when an aspiration day was held by a student association,
then questionnaires were conducted to sharpen the findings using the Importance
Performance Analysis (IPA) method.

Based on the results of the study it was found that: The service quality of the
Academic Administration Bureau of Bakrie University which includes 5
dimensions of servqual has a positive and significant impact on student
satisfaction, it can be said that the quality of service of the BAA University of
Bakrie can be said to be good. The paired sample t test found the gap between
importance and performance on service quality, although overall the gap score is
still in the good category but some attributes on the assurance dimension get a
gap value above -1. This reflects that the performance of academic
administration services has not met student satisfaction. For the using of
Importance Performance Analysis (IPA) of 20 statement attributes, there are four
attributes that are considered important by students and require priority
corrective action. From the mapping results through Importance Performance
Analysis, the results show that there are 1 attributes on the responsiveness
dimension and 1 attribute on the Assurance dimension having a low quality of
servant that requires priority corrective action.

Keywords: Academic Administration Service Quality, Importantce Performance
Analysis (IPA), SERVQUAL
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