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ABSTRAK 

Perkembangan dunia pendidikan di indonesia sangat berkembang dengan 

pesat. Hal ini dapat dilihat dengan semakin banyak bermunculan penyelenggara 

pendidikan baik dari pemerintahan maupun pihak swasta. Yayasan Batam Collage 

merupakan salah satu lembaga pendidikan yang bergerak dibidang pelatihan yang 

diselenggarakan oleh pihak swasta. Yayasan Batam College memiliki 

permasalahan menurunnya jumlah pelanggan setiap bulan. Oleh karena itu 

peneliti ingin melakukan analisis pengaruh kualitas pelayanan terhadap kepuasan 

siswa dalam mengikuti pelatihan pada lembaga Yayasan Batam College 

menggunakan metode Service Quality (servqual), Importance Performance 

Analysis (IPA). Hasil analisis Serqual menunjukan adanya gap antara persepsi dan 

ekspetasi. Pada hasil importance performance analysis terdapat 25 atribut 

penilaian, didalam kuadran I terdapat 4 atribut yaang menjadi prioritas utama 

tetapi kinerjanya kurang yaitu Yayasan pelatihan yang bersih, Tata letak ruang 

yang baik, Fasilitas ruang kelas yang memadai, Kesesuian dalam memberi 

pelayanan dan materi. Kuadran II terdapat 8 atribut yang sesuai dengan harapan 

pelanggan yaitu Fasilitas parkir kendaraan yang disediakan memadai, Yayasan 

pelatihan yang bersih, Kerapihan karyawan dalam berpenampilan, Pelayanan 

pelanggan dilakukan dengan mudah dan cepat, Memberikan informasi yang baik, 

Pelayanan cepat dan tanggap, Karyawan bersedia membantu kesulitan yang 

dihadapi siswa, Keramahan dan kesopanan karyawan dalam melayani pelanggan. 

Kuadran III terdapat 8 atribut yang dinilai biasa-biasa saja kinerjanya yaitu Harga 

pelatihan yang ekonomis, Karyawan yang cekatan dan terampil dalam memberi 

materi, Karyawan Batam College bersedia menerima saran dari calon pelanggan, 

Kejujuran karyawan dalam melayani pelanggan, Perilaku pengajar selama proses 

pembelajaran, Karyawan yang menerima kritikan dari siswa, Sikap karyawan 

yang ramah terhadap pelanggan, Karyawan memahami kebutuhan dan harapan 

siswa. Kuadran IV terdapat 5 atribut yang dinilai berlebihan kinerjanya oleh 

pelanggan yaitu Memberikan kemudahan dalam sistem pembayaran, Kesiapan 

karyawan dalam melayani pelanggan, Kesigapan karyawan dalam menyelesaikan 

keluhan siswa, Para pengajar lulusan perguruan tinggi, Karyawan mudah 

dihubungi dan mengutamakan kepentingan siswa. 

 

Kata Kunci : Customer Satisfication Index (CSI),Importance Performance 

Analysis (IPA), Service Quality (servqual) 
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ABSTRACT 

The development of education in Indonesia is growing rapidly. This can be 

seen with more and more emerging education providers both from government 

and private parties. Batam Collage Foundation is one of the educational 

institutions engaged in training organized by private parties. Batam College 

Foundation has a problem of decreasing the number of customers every month. 

Therefore, the researcher wanted to analyze the influence of service quality to the 

satisfaction of the students in the training at the institution of Batam College 

Foundation using the Service Quality (servqual), Importance Performance 

Analysis (IPA) method. Serqual analysis results show the gap between perception 

and expectations. In the result of importance performance analysis there are 25 

attribute assessment, in quadrant I there are 4 attributes which become the main 

priority but its performance is less that is clean foundation of training, good room 

layout, adequate classroom facilities, Conformity in service and material. 

Quadrant II there are 8 attributes in accordance with customer expectations that 

are provided adequate parking facilities vehicles, foundation training is clean, 

Tidiness of employees in appearance, Customer service done easily and quickly, 

Providing good information, Fast and responsive service, Employees willing to 

help difficulties faced by students, Hospitality and courtesy employees in serving 

customers. Quadrant III there are 8 attributes that are considered mediocre 

performance is the price of economic training, Employees are skilled and skilled 

in giving materials, Employees Batam College willing to accept suggestions from 

prospective customers, Honesty employees in serving customers, Behavior of 

teachers during the learning process, Employees who receive student criticism, 

Employee friendly attitude towards customers, Employees understand the needs 

and expectations of students. Quadrant IV there are 5 attributes that are 

considered excessive performance by the customer that is Provide convenience in 

the payment system, Readiness of employees in serving customers, Kesigapan 

employees in resolving student complaints, Teachers college graduates, 

Employees easy to contact and prioritize student interests. 

 

Keywords: Customer Satisfication Index (CSI),Importance Performance Analysis 

(IPA), Service Quality (servqual) 
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