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ABSTRAK

Lembaga Pendidikan adalah organisasi yang memberikan jasa dengan tujuan untuk
mencerdaskan kehidupan bangsa dan diharapkan dapat peka terhadap situasi dan
kondisi saat ini. The Leadership Institute sebagai penyelengara jasa Pendidikan,
harus mampu memahami dan memperhatikan perasaan pelanggan dalam hal ini ada
pelajar. Perasaan pelajar sebagai pelanggan yang menjalani proses pelayanan
akedemik akan meninggalkan kesan yang mendalam bagi The Leadership Institute.
Dalam penelitian ini bertujuan untuk menganalisis bagaimana kualitas pelayanan
dan administrasi terhadap kepuasan pelajar pada The Leadership Insitute Pte Ltd.
Populasi yang digunakan sebanyak 120 responden dan seluruhnya di jadikan
sampel dengan teknik sampel jenuh. Pengolah data dibantu dengan software SPSS
versi 25 dengan metode kuantitatif. Dari hasil regresi linier berganda diperoleh Y=
1,067 + 0,200X1 + 0,349Xo.

Dalam Hasil penelitian menunjukkan bahwa variabel kualiats layanan akademik
(X1)thitung > trabel (4,135 > 1,734) dan variabel kualitas layanan administrasi (X2)
thitung > trabel (7,029 > 1,734). Berdasarkan kriteria pengujian jika thitung > ttabel, maka
Ho ditolak dan Haditerima yang berarti kualitas layanan akademik (X1), dan kualitas
layanan administrasi (X2) berpengaruh terhadap kepuasan pelajar (Y), yang mana
variabel kualitas layanan akademik (X1), dan kualitas layanan administrasi (X2)
memberikan pengaruh positif dan signifikan terhadap kepuasan pelajar (Y).

Kata Kunci: Kualitas Layanan; Akademik; Administrasi; Kepuasan Pelajar



ABSTRACT

Educational institutions are organizations that provide services with the aim of
educating the nation's life and are expected to be sensitive to current situations and
conditions. The Leadership Institute as the provider of Education services, must be
able to understand and pay attention to the feelings of customers, in this case there
are students. The feeling of students as customers who go through the academic
service process will leave a deep impression on The Leadership Institute. This study
aims to analyze how the quality of service and administration on student
satisfaction at The Leadership Institute Pte Ltd. The population used was 120
respondents and all of them were sampled with the saturated sample technique.
Data processing is assisted by SPSS version 25 software with quantitative methods.
From the results Of multiple linear regression obtained Y = 1.067 + 0.200X1 +
0.349X2.

The results showed that the academic service quality variable (X1) tcount > ttable
(4.135 > 1.734) and the administrative service quality variable (X2) tcount > ttable
(7.029 > 1.734). Based on the test criteria if tcount > ttable, then H0 is rejected
and Ha is accepted which means the quality of academic services (X1), and the
quality of administrative services (X2) affect student satisfaction (Y), in which the
variables of academic service quality (X1), and the quality of administrative
services (X2) have a positive and significant effect on student satisfaction (Y).

Keywords: Service Quality; Academic; Administration; Student Satisfaction
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