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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui persepsi mahasiswa terhadap kualitas 

pelayanan akademik pada masa pandemi covid-19 di Universitas Bakrie. Dalam 

mengukur kualitas layanan digunakan metode kualitatif dengan pendekatan studi 

kasus. Menurut Kotler (2007) terdapat lima dimensi yang dapat dijadikan alat dalam 

mengukur kualitas layanan yaitu dimensi kehandalan (reliability), 

ketanggapan(responsiveness), keyakinan/jaminan (assurance),empati (emphaty) dan 

dimensi berwujud (tangible). Informan pada penelitian ini ada mahasiswa Universitas 

Bakrie sebanyak lima mahasiswa yang telah dipilih berdasarkan kriteria yang telah 

ditentukan. Pengumpulan data dilakukan melalui wawancara, observasi dan 

dokumentasi. Setelah data terkumpul kemudian akan dianalisis dengan cara reduksi 

data, penyajian data dan penarikan kesimpulan. Hasil penelitian pada dimensi bukti 

langsung, keandalan, daya tanggap, jaminan dan empati secara keseluruhan 

menunjukkan bahwa persepsi mahasiswa terhadap kualitas pelayanan Biro 

Administrasi Akademik di Universitas Bakrie masih rendah dan perlu melakukan 

peningkatan di segala aspek seperti sumber daya manusia dan sarana prasarana 

penunjang administrasi kampus di masa pandemi covid-19. 

 
Kata Kunci : kualitas layanan, persepsi mahasiswa, covid-19 
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STUDENT PERCEPTIONS OF THE QUALITY OF CHANGES IN 

ACADEMIC SERVICES DURING THE COVID-19 PANDEMIC (Case Study 

in Regular and Nonreguler Management Students of Bakrie University) 

Trinita 

 
ABSTRACT 

 
This study aims to determine student perceptions of the quality of academic services 

during the COVID-19 pandemic at Bakrie University. In measuring service quality, 

qualitative methods are used with a case study approach. According to Kotler (2007), 

five dimensions can be used as tools to measure service quality, namely the dimensions 

of reliability, responsiveness, assurance, empathy, and tangible dimensions. The 

informants in this study were Bakrie University students as many as five students who 

had been selected based on predetermined criteria. Data was collected through 

interviews, observation, and documentation. After the data is collected, it will be 

analyzed utilizing data reduction, data presentation, and concluding. The results of the 

research on the dimensions of direct evidence, reliability, responsiveness, assurance, 

and empathy as a whole indicate that students' perceptions of the service quality of the 

Academic Administration Bureau at Bakrie University are still low and need to make 

improvements in all aspects such as human resources and infrastructure supporting 

campus administration at Bakrie University. the time of the covid-19 pandemic. 

 
Keywords: service quality, student perception, covid-19 
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