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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui kualitas pelayanan pendidikan pada 

Program Studi Manajemen Fakultas Ekonomi dan Ilmu Sosial Universitas Bakrie. 

Metode penelitian yang digunakan yaitu metode deskriptif pendekatan kuantitatif. 

Sampel penelitian yaitu sebanyak 100 mahasiswa yang ditentukan dengan Rumus 

Slovin dan menggunakan teknik Proportionate Stratified Random Sampling. Data 

penelitian ini dianalisis dengan menggunakan Importance Performance Analysis 

(IPA). Berdasarkan hasil penelitian, prioritas perbaikan kinerja oleh Prodi 

Manajemen Universitas Bakrie yaitu memperbaiki standar keselamatan dan 

keamanan tinggi yang dianggap penting oleh mahasiswa namun kinerjanya buruk 

sehingga mahasiswa merasa tidak puas. Penyampaian materi dengan contoh 

penerapan di kehidupan nyata harus dipertahankan oleh dosen Prodi Manajemen 

Universitas Bakrie karena dianggap penting oleh mahasiswa dan telah dilaksanakan 

dengan baik, sehingga mahasiswa merasa puas. Prodi Manajemen Universitas 

Bakrie harus memiliki hubungan yang baik dengan industri sebagai penyedia 

lapangan pekerjaan bagi mahasiswa karena dianggap kurang penting oleh 

mahasiswa, sehingga pelaksanaannya juga kurang diperhatikan. Kemampuan 

berbahasa asing yang dimiliki dosen Prodi Manajemen Universitas Bakrie dianggap 

kurang penting oleh mahasiswa tetapi memberikan kinerja baik, sehingga 

mahasiswa menilai kinerjanya berlebihan dan harus lebih diefisienkan ke atribut 

pelayanan yang lain. 

Kata Kunci : Kualitas Pelayanan Pendidikan, Importance Performance 

Analysis (IPA) 
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ABSTRACT 

This study aims to determine the quality of educational services in Management 

Study Program, Faculty of Economics and Social Sciences, University of Bakrie. 

The research method used is descriptive quantitative approach method. The number 

of consumer respondents was 100 students by Slovin Formula and using the 

Proportionate Stratified Random Sampling. Research data were analyzed using 

Importance Performance Analysis (IPA). Based on the research results, the 

improvement priority was high safety and security standards which are considered 

important by students but whose performance is poor so that students feel 

dissatisfied. The delivery of material subject with examples in the real-life 

application must be maintained because it is considered important by students and 

has been implemented properly, so that students feel satisfied. Management Study 

Program, Faculty of Economics and Social Sciences, University of Bakrie must 

have a good relationship with the industry as a provider of employment 

opportunities for students because students consider it less important, so that its 

implementation also receives less attention. The foreign language skills possessed 

by lecturers are considered less important by students but provide good 

performance, so students assess their performance as excessive and must be more 

efficient on other service attributes. 

Keywords : Quality of Education Services, Importance Performance Analysis 

(IPA) 
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