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I. Introduction 
 

Entering the era of globalization as it is today, competition for consumers is very 

tight for business actors. Improving facilities and infrastructure with high-tech facilities or 

with the development of human resources is an approach taken by business actors in 

gaining sympathy from the community. 

Improving service quality is the main thing that every company pays attention to, 

especially companies engaged in services. Service companies must have good service 

quality and continue to improve that quality. Tjiptono (2016) defines service quality as a 

measure of how well the level of service provided is able to match customer expectations. 

Service quality is a measure of the level of excellence possessed by the service 

company from the expectations desired by customers in meeting their needs and desires. 

Good service quality must be owned by business actors as well as educational services. 

The increasing number of educational institutions today, both private institutions and 

government-run institutions always brings up many innovations in improving the quality of 

services at their educational institutions. This can lead to intense competition between 

educational institutions, one of which is in getting students. 

The decision of parents in choosing a school at this time is not only seen from the 

development of their children through academic fields such as mathematics, science, 

foreign languages, and other sciences, but also focuses on developing children's character 

with activities and programs that support children to be better. 
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The fanaticism or loyalty of parents to the place of education is also a factor in 

making the decision to choose a school for their children. Parents' fanaticism in choosing 

schools can be seen from hereditary in one family choosing the same school, choosing 

vocational-based schools which they believe can be a provision in living the future. 

Yadika Bangil Vocational High School is one of the different educational institutions 

in Pasuruan Regency with a program that focuses on developing technology and building 

student character. It is hoped that the students at the school are not only smart in academics 

but also have good character. As we know in the modern era like today, with the 

development and advancement of technology accompanied by the magnitude of the 

negative impact it has, parents are anxious and afraid of their children's promiscuity. 

Yadika Bangil Vocational High School also prioritizes service quality to support student 

activities at school in accordance with existing education service indicators, which include 

reliability, assurance, tangible, empathy, and responsiveness. 

Yadika Bangil Vocational High School, which was founded in 1988, still has not 

been able to get the full trust of the community to place their children in it for education. 

This is evident from the relatively small number of students and sometimes a decrease in 

the number of students registering. In the last 5 years, it seems that this condition has not 

been completely resolved, as evidenced by the fact that the number of students who are 

enrolled is still fluctuating. 

The basis of this study uses a moderating variable, namely because research 

conducted by Ressa (2019) explains that the service quality variable does not affect the 

decision to choose. Based on this research, there are research gaps, therefore, fanaticism 

and character building moderating variables are needed to fill these gaps. 

This study aims to analyze effect of service quality on decision to choose a school 

with fanaticism and character building as moderating variable in case study at Yadika 

Bangil Vocational High School. 

 

II. Review of Literature 
 

2.1 Service Quality 

According to Tjiptono (2016), service quality is a measure of how well the level of 

service provided is able to meet customer expectations. Service quality starts from what 

consumers need and ends with customer satisfaction and positive perceptions of service 

quality. Quality is something that is decided by consumers in the sense that quality is based 

on the customer's or consumer's personal experience of a product or service which is 

measured based on the expectations of consumers (Wijaya, 2019). Service quality 

indicators according to (Tjiptono, 2016):  

1. Reliability. 

2. Responsiveness. 

3. Guarantee. 

4. Empathy. 

5. Physical evidence. 

Service quality basically provides a concrete perception of the quality of a service. 

The concept of service quality is a complete, permanent revolution in changing the human 

perspective in carrying out or pursuing their efforts related to dynamic, ongoing, 

continuous processes in meeting expectations, desires and needs. 

A review of the concept of service quality is largely determined by how big the gap 

is between the customer's perception of the reality of the service received, compared to the 

customer's expectations of the service that must be received. 
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Expected and perceived service quality is determined by service quality. The service 

quality consists of responsiveness, assurance, physical evidence, empathy and reliability. 

In addition, the service expected is strongly influenced by various perceptions of word of 

mouth communication, personal needs, past experiences, and external communication, 

these perceptions affect the expected service and perceived service which forms the 

concept of service quality. 

 

2.2 Fanaticism 

According to Asy'ari (2017) fanaticism is a manifestation of a strong, great and 

excessively committed character, loyalty, affection, adoration, passion, enthusiasm, and 

involvement. Fanatic is enthusiasm at a more extreme and irrational level for something 

that exists or is dedicated to a theory, belief, or line of action that determines a very 

emotional attitude and its tactical mission knows no boundaries (Prakoso, 2012).  

Narrow fanaticism is a condition in which a person or group who adheres to an 

understanding, be it politics, religion, culture or anything else, is excessive (blindly) so that 

it results in unfavorable results, and even tends to lead to serious feuds and conflicts. 

 

2.3 Character Building 

The definition of character is the innate heart, soul, personality, character, personality 

behavior, character traits, temperament, and character. Some mention character as a 

subjective assessment of moral and mental qualities, while others mention character as a 

subjective assessment of mental only, so that efforts to change or shape character are only 

related to stimulation of one's intellectual. According to Utami (2020), indicators of 

character formation include: 

1. Religious. 

2. Tolerance. 

3. Discipline. 

4. Creative. 

5. National spirit. 

6. Love the motherland. 

Character as a subjective assessment of a person's personality related to personality 

attributes that can or cannot be accepted by society. That character will form motivation 

with dignified methods and processes. Good character includes caring and actions based on 

ethical values, and includes cognitive, emotional, and behavioral aspects of moral life. 

Character is psychological, moral or character traits that characterize a person or 

group of people as well as the values of human behavior related to God Almighty, oneself, 

fellow humans, the environment, and nationality which are manifested in thoughts, 

attitudes, feelings, words, and actions based on religious norms, laws, manners, culture, 

and customs. Character can be interpreted the same as morality, so character is identical 

with morality. A nation with character is a nation with character, on the other hand, a 

nation without character is a nation that has no or no morals or does not have good norms 

and behavior. 

Character education is a deliberate effort to realize virtue, namely objectively good 

human qualities, not only good for individuals, but also good for society as a whole. The 

process of character education is seen as a conscious and planned effort, not an effort that 

occurs by chance. On this basis, character education is a genuine effort to understand, 

form, and foster ethical values, both for oneself and for all citizens or citizens as a whole. 
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2.4 Decision to Choose  

Decision to choose a school is a series of processes that start with consumers 

recognizing the problem, searching for information on certain products or services and 

evaluating products or services, which then leads to the decision to choose a school 

(Tjiptono, 2016). Factors that can influence the decision to choose a school according to 

(Keller, 2015): 

1. Cultural factor. 

2. Social factor. 

3. Personal factor. 

4. Psychological factor. 

The indicators according to (Keller, 2015): 

1. Problem introduction. 

2. Information search. 

3. Alternative evaluation. 

4. Purchase decision. 

5. Post purchase behavior. 

Decision making by consumers to purchase a product begins with an awareness of 

the fulfillment of needs and desires. After the consumer is aware of his needs and desires, 

the consumer will then take follow-up actions to fulfill his needs and wants. 

Purchasing decision making includes the process through which consumers 

recognize problems, find solutions, evaluate alternatives, and choose among their 

purchasing options. The stages of consumers in consuming a product or service: 

1. The buying process begins when a problem or need is recognized. The need can be 

triggered by internal or external stimuli. In the first case, one of a person's general 

needs–hunger, thirst, sex-reaches a certain threshold and begins to become a drive. In 

the second case, the need is elicited by external stimuli. 

2. Consumers who are aroused will be encouraged to seek more information. We can 

divide it into two levels. A milder information-seeking situation is called attention 

reinforcement. At a later level, the person may begin to actively seek information. 

In the evaluation stage, consumers form preferences for brands in the choice set. 

Consumers can also form the intention to buy the preferred brand. 

 

2.5 Previous Research 

Research conducted by Ika Wulan Sari (2013) entitled the influence of service 

quality on the decision to choose a school (Junior high school graduates enrolled in SMA 

Muhamddiyah 2 Sidoarjo, 2012). The results show that service quality has a significant 

effect on the decision to choose a school. 

Research conducted by Asy'ari (2017) entitled the influence of distribution, after-

sales service, brand image, and brand fanaticism on purchasing decisions for Toyota brand 

cars in Banjarmasin. The results of this study indicate that brand fanaticism has a 

significant effect on purchasing decisions. 

Research conducted by Utami (2020) entitled Analysis of student character 

formation at SDN Tangerang 15. The results of the analysis of this study are known that 

the most important factors in influencing the character of students, namely, family, 

teachers, the surrounding environment, and learning media. 
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III. Research Method 
 

Population is a distinct group of individuals, whether that group comprises a nation 

or a group of people with a common characteristic. In statistics, a population is the pool of 

individuals from which a statistical sample is drawn for a study (Asyraini et al., 2022; 

Pandiangan et al., 2018). The population in this study are parents of class X students of 

Yadika Bangil Vocational High School. In this study, the population are 61 parents of class 

X students of Yadika Bangil Vocational High School. The sampling method use 

probability sampling. Probability sampling is defined as a sampling technique in which the 

researcher chooses samples from a larger population using a method based on the theory of 

probability (Octiva et al., 2018). A sample of 53 respondents is obtain from the parents of 

class X students of Yadika Bangil Vocational High School.   

The type of data in this study uses quantitative data types with the help of a likert 

scale and the results of the respondents' answers will of course be processed using 

statistical calculation techniques. 

Data sources consist of primary and secondary data. Sources use primary data 

obtained directly from respondents (Octiva, 2018; Pandiangan, 2015). Secondary data from 

this study were taken from several previous journals and reference books (Pandia et al., 

2018; Pandiangan, 2018).  

Data collection techniques through questionnaire, observation, and library research. 

Questionnaire is a technique that uses how to ask questions to respondents (Octiva et al., 

2021; Pandiangan et al., 2018). Which in this case the parents of students as respondents. 

Observation is a complete process, a process that involves biological and psychological 

processes (Pandiangan et al., 2021). The most important processes are the processes of 

observation and memory. Library research is research conducted by studying literature or 

other references that become research references (Pandiangan et al., 2022).  

Methods of data analysis using regression analysis. Regression analysis in statistics 

is one method to determine the causal relationship between one variable and another 

variable (Tobing et al., 2018; Pandiangan, 2022). While there are many types of regression 

analysis, at their core they all examine the influence of one or more independent variables 

on a dependent variable. 

 

IV. Results and Discussion 
 

4.1 Regression Analysis 

 

 Table 1.  First Regression Analysis Test Results 

 
                                     Source: Output Results from SPSS 20 (2021)    
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Table 2. First Moderation Equation Test Results  

 
                              Source: Output Results from SPSS 20 (2021)      

 

 

Table 3. Second Moderation Equation Test Results   

 
                             Source: Output Results from SPSS 20 (2021)    

 

Based on Table 1, the results of this study indicate that service quality (X1) has a 

positive and significant effect on decision to choose a school (Y) at Yadika Bangil 

Vocational High School. It can be seen that the calculated t-count is 3.776 with a 

significance level of 0.00 < 0.05. In other words,  

Based on Table 2, fanaticism cannot moderate effect of service quality on decision to 

choose a school at Yadika Bangil Vocational High School. The t-count is -0.337 with a 

significance level of 0.738 < 0.05. 

Based on Table 3, character building cannot moderate effect of service quality on 

decision to choose a school at Yadika Bangil Vocational High School. The t-count is -

0.982 with a significance level of 0.331 < 0.05. 

 

V. Conclusion 
 

The results of this study indicate that service quality has a positive and significant 

effect on decision to choose a school at Yadika Bangil Vocational High School. Fanaticism 

cannot moderate effect of service quality on decision to choose a school at Yadika Bangil 

Vocational High School. Character building cannot moderate effect of service quality on 

decision to choose a school at Yadika Bangil Vocational High School. 
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