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I. Introduction 

 

Education is the most important area of the economy. Many countries are now shifting 

their economic sector from manufacturing to the service sector. The education sector is the 

most important service sector. The education sector is considered as important as other 

economic sectors. The success of a nation can be measured through its advanced education 

world, where it becomes a barometer of the level of progress of a nation. The positive impact 

that can be seen from the progress of education in a nation, namely from the structure of its 

society which is increasingly concerned with the world of education, the quality of life is 

getting better, as well as dynamic developments in various industrial sectors. 

In Indonesia, efforts to build facilities and infrastructure in the world of education have 

started at various levels, ranging from kindergarten, elementary, junior high, high school, and 

university. According to the Law on the National Education System Number 20 of 2003 

(Chapter II Article 3). So that the goals and functions of education in Indonesia are expected 

to be applied in universities (PTN and PTS). 

Universities as one of the providers of educational services, must provide services to 

students as consumers, so that universities can compete with other universities. Thus, the 

university must have a competitive advantage in order to win the competition between 

universities (PTS and PTN). One of the advantages that must be applied is the facilities and 

services for students as consumers, so that customer satisfaction occurs. Which is likely to 

make consumers become loyal to the institution. Because satisfaction is one of the efforts in 

creating a good relationship between the institution and students as consumers. Students who 
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get facilities and services that match or exceed expectations will give a positive response to 

the institution. 

One of the private universities in Malang that has high competitiveness is the Islamic 

University of Malang. Where this institution must take into account the quality of services 

and adequate campus facilities in order to compete at the National or International level. In 

the Islamic University of Malang there are 10 Faculties, one of which is the Faculty of 

Economics and Business. To find out whether the Faculty of Economics and Business, 

Islamic University of Malang is able to provide the services and facilities expected by 

students? Then conducted a study with the aim of knowing the effect of the quality of service 

lecturers and lecture facilities on student satisfaction. 

 

II. Review of Litrature 
 

2.1 Service Quality 

According to Tjiptono (2014: 268) that "service quality is an effort to fulfill and want 

consumers and the provision of delivery in balancing consumer expectations". 

According to Kaihatu (2008:69) reveals that service quality is the basis for service 

marketing, because this product being marketed is a performance (quality) and it is 

performance that is purchased by customers, therefore the quality of service performance is 

the basis for service marketing. The concept of good service will provide opportunities for 

companies to compete in capturing consumers. While good performance (quality) of a service 

concept creates a competitive situation where it is implemented through a strategy to 

convince consumers to strengthen the image. 

According to Parasuraman, Zeithaml, and Berry (1985: 46) argue that "The success of 

the company in providing quality services can be determined by the opinion of Service 

Quality that has been developed by the company". Service Quality is how far the difference 

between the expectations and reality of customers for the service they receive. Service 

Quality can be identified by comparing the customer's perception of the service they actually 

receive with the actual service they expect. Service quality is the main thing that is seriously 

considered by the company, which involves all the resources that have the company. 

 

2.2 Facility 

According to Sulastiono (2006:11) Facilities are providing physical equipment to 

provide convenience to consumers in carrying out their activities or activities, so that 

consumer needs can be met while buying PPHM kopotren. All existing facilities, namely the 

condition of the facilities, completeness, design, interior and exterior as well as the 

cleanliness of the facilities, must be considered, especially those closely related to what is 

felt, either directly or indirectly. Consumers must be satisfied, because if they are not 

satisfied, it will have a negative impact. According to Priansa in Nusjirwan (2020) 

"Implementation of communication activities to customers within the company is carried out 

formally, however, currently there are also companies that practice their communication 

activities to consumers in an informed manner so that they can explore in-depth information 

from customers". Regarding the background, this research considers the customer value as an 

important element for an industry, both in service and manufacture. Moreover, the maximum 

customer value can be made only if positive influence of marketing and individual 

environment association does exist (Kusumadewi, 2019). The quality of products that are in 

great demand by consumers can be seen from several factors including packaging, price, 

quality, and benefits obtained by consumers (Romdonny, 2019). 
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Tjiptono (2014: 317), Facilities are physical resources before a service can be offered to 

consumers. With good facilities, it can form perceptions in the eyes of customers. 

In a number of service types, perceptions formed from the interaction between 

customers and facilities affect service quality. There are several elements that need to be 

considered in determining services, namely 1) Partial consideration or planning, Aspects such 

as proportion, texture, color, etc. need to be considered, combined and developed to provoke 

a response, intellectual or emotional from the user or from the people who see it. 2) Space 

designer, this element includes interior and architectural planning such as the placement of 

furniture and equipment in the room, circulation flow design and others such as the 

placement of meeting rooms that need to be considered in addition to their capacity, it is also 

necessary to pay attention to the placement of furniture and equipment. 3) Equipment or 

furniture, Equipment serves as a means of protecting valuable goods, as a welcome sign for 

consumers. 4) Lighting, 

What needs to be considered in lighting is the color, type and nature of the activities 

carried out in the room and the desired atmosphere. 5) Color, Color can be used to increase 

efficiency, create the impression of relaxation, and reduce boredom. 6) Messages conveyed 

graphically 

Important aspects related to this element are visual appearance, placement, selection of 

physical form, choice of color, lighting and selection of the appearance of symbols or signs 

that are used for certain purposes. 

 

2.3 Customer Satisfaction 

According to Tjiptono (2014: 355) that: Customer satisfaction is a post-purchase 

evaluation between perceptions of the performance of the selected alternative product or 

service that meets or exceeds expectations. Meanwhile, according to Bitner and Zeithaml 

(2003:86), "customer satisfaction is the customer's evaluation of the product or service 

received whether it is in accordance with customer needs and expectations". From some of 

the definitions above, it can be concluded that consumer or student satisfaction is a level of 

consumer or customer feeling about the performance he feels towards his needs, desires, and 

expectations which will then have an impact on the decision of student satisfaction itself. 

 

2.4 Conceptual Framework 

Based on the results of previous studies and theoretical studies that have been described 

previously, this research can be described as a conceptual framework model as follows: 
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2.5 Hypothesis 

Based on the results of previous studies and the theoretical basis, the hypotheses of this 

study are: 

H1 = That the influence of the service quality of lecturers has a partial effect on student 

satisfaction 

H2 = That the influence of lecture facilities has a partial effect on student satisfaction 

H3 = That the influence of lecturer service quality and lecture facilities simultaneously 

affects student satisfaction 

 

III. Research Methods 
 

This study uses a quantitative approach with explanatory research. The sample used 

was 96 students from the Faculty of Economics and Business at the Islamic University of 

Malang, 2016-2018, as many as 96 people using purposive sampling technique. The sample 

studied had the provisions as FEB Unisma students, had a cumulative grade point average of 

at least 3.5 and attached a study result card. Collecting data using a questionnaire that was 

distributed directly to the respondents. 

 

Measurement 

a. Lecture Service Quality 

Service Quality is an activity or quality service provided to consumers, with indicators: 

tangible, reliability, responsiveness, assurance, dan emphaty measured with a Likert scale. 

 

b. Facility 

Facilities are facilities and infrastructure provided by the company, with indicators:  

a. The lecture hall is of adequate capacity. 

b. Fully equipped laboratory. 

c. Books in the library. 

d. Hotspot facilities are easily accessible by students. 

e. Ample parking space for students is available. 

 

c. Student Satisfaction 

Satisfaction is an achievement of expectations with what is obtained in accordance with 

the wishes, with indicators: conformity of expectations, Interested to visit again, willingness 

to recommend. 

 

d. Data Analysis Method 

Analysis of the data used to calculate the data that has been obtained by researchers 

through a questionnaire. In this study, statistical analysis of Inferential Parametric was 

assisted using the SPSS 20 application. Validity test, reliability test, normality tests, classical 

assumption test and multiple regression analysis. 
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III. Discussion 
 

Table 1. Validity Test 

Variables Item r statistic sig Conclusion 

 Y.1 0,457 0,00 Valid 

Student 

Satisfaction (Y) 

Y.2 0,712 0,00 Valid 

Y.3 0,487 0,00 Valid 

 Y.4 0,765 0,00 Valid 

Lecture Service 

Quality (X1) 

Le 

X1.1 0,874 0,00 Valid 

X1.2 0,850 0,00 Valid 

X1.3 0,703 0,00 Valid 

X1.4 0,577 0,00 Valid 

X1.5 0,460 0,00 Valid 

XI.6 0,785 0,00 Valid 

X1.7 0,768 0,00 Valid 

X1.8 0,521 0,00 Valid 

 X1.9 0,462 0,00 Valid 

 X1.10 0,398 0,00 Valid 

 X1.11 0,625 0,00 Valid 

 X1.12 0,738 0,00 Valid 

 X1.13 0,830 0,00 Valid 

 X2.1 0,925 0,00 Valid 

 X2.2 0,028 0,00 Valid 

Lecture Facility 

(X2) 

X2.3 0,718 0,00 Valid 

X2.4 0,649 0,00 Valid 

 X2.5 0,542 0,00 Valid 

 

Based on Table 1, for all research items, the probability value of all items is less than 

0.05 on the variables of Lecturer Service Quality (X1), Lecture Facilities (X2), and Consumer 

Satisfaction (Y) then all of these variables are said to be valid. 

 

Table 2. Reliability Test 

Variables Reliability Coefficient Conclusion 

Lecture Service Quality (X1) 0,861 Reliabel 

Lecture Facility (X2) 0,728 Reliabel 

Student Satisfaction (Y) 0,907 Reliabel 

 

Based on Table 2, it shows that the value of the reliability coefficient for the variables 

of Lecturer Service Quality (X1), Lecture Facilities (X2), and Consumer Satisfaction (Y), has 

a Cronbach Alpha value > 0.6 so that the statement used is reliable. 

 

Table 3. Normality Test 

 Statistical Test Value Conclusion 

X1 Kolmogorov-Smirnov Z 1,145 Normal 

Asymp. Sig. 0,245  



  
 

 

 
29897 

 
 

X2 Kolmogorov-Smirnov Z 1,603 Normal 

Asymp. Sig. 0,112  

Y Kolmogorov-Smirnov Z 2,105 Normal 

Asymp. Sig. 0,230  

 

Based on table 3 of the Kolmogorov-Smirnov test, the Kolmogorov-Smirnov value of 

X1, X2, at Y, where the significance value obtained is greater than = 0.05. 

 

Table 4. Multicolonierity Test 

Dependent Variable Independent Variable VIF Conclusion 

Student Satisfaction 

(Y) 

Lecture Service Quality (X1) 1,549 No Multicolonierity 

Lecture Facility (X2) 1,549 No Multicolonierity 

 

Based on table 4 of the results of the multicollinearity test, it can be concluded that each 

independent variable shows a VIF value <10 on the Lecturer Service Quality variable (X1), 

Lecture Facilities (X2), it is concluded that the multicollinearity assumption has been met or 

there is no multicollinearity. 

 

Table 5. Glesjer Test 

Dependent Variable Independent Variable Sig t test 

Abs_Res Lecture Service Quality   (X1) 0,863 

Abs_Res Lecture Facility (X2) 0,604 

 

Based on table 5, it is known that in the Lecturer Service Quality variable (X1), Lecture 

Facilities (X2), the sig value obtained > 0.05, it is concluded that there is no 

heteroscedasticity. 

 

a. Multiple Linear Regression Analysis 

Based on the coefficients table above, multiple linear regression analysis equations can 

be arranged, as follows: 

 

Y = a + x_1 (Lecturer Service Quality)+x_2 (Lecture Facilities)+e  = -5.933 + 0.287 X1 + 

0.313 X2 + e 

 

b. Hipothesis Test 

 

Table 6. Simultan Test 

ANOVAa 

Model Sum of 

Squares 

Df Mean Square F Sig. 

1 

Regression 937.141 2 468.570 228.770 .000b 

Residual 190.484 93 2.048   

Total 1127.625 95    
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From the test results above, it is known that the f table is 228.770 and a significance of 

0.000, then the variables of Lecturer Service Quality (X1) and Lecture Facilities (X2) have a 

joint effect on Student Satisfaction (Y). 

 

Table 7. Parsial Test 

Independent Variables B t Sig Conclusion 

Lecture Service Quality (X1) 0,695 13,098 0.000 Significant 

Lecture Facility (X2) 0,307 5,792 0.000 Significant 

 

Based on table 7, it is obtained that the Quality of Lecturer Service (X1) obtained the 

value of t count = 13.098 and t significance of 0.000. The value of the coefficient 1 is 0.695 

and is positive. The sig t value > 0.05 indicates that H1 is accepted so that it can be concluded 

that the Quality of Lecturer Service (X1) has a significant positive effect on Student 

Satisfaction (Y).  This can be interpreted that if the quality of Lecturer Service is higher, the 

students will feel satisfied with their services. This supports the research of Nastiti (2015) 

which shows that there is a significant influence between the variables of teaching services 

for lecturers and the use of learning facilities together on student satisfaction and is in the 

very strong category. 

Then, based on the table above Lecture Facilities (X2), the value of t count = 5.792 and 

t significance of 0.000. The value of the coefficient 1 is 0.307 and is positive. The sig t value 

> 0.05 indicates that H1 is accepted so that it can be concluded that Lecture Facilities (X2) 

have a significant positive effect on Student Satisfaction (Y). This can be interpreted that if 

the Lecture Facilities are better and more complete, the consumer satisfaction will also be 

higher. 

This supports Santoso's research (2017) showing that partially the Facility Variable has 

a significant effect on Student Satisfaction. 

 

IV. Conclusion 
 

The purpose of this study was to determine the significant influence between the 

Quality of Lecturer Service and Lecture Facilities at the Faculty of Economics and Business 

UNISMA on Consumer Satisfaction or Student Satisfaction of FEB students, especially the 

2016-2018 class. Based on the results of tests conducted on 92 active student respondents 

from the 2016-2018 class as follows, the results of the F (simultaneous) test indicate that the 

Quality of Lecturer Service (X1) and Lecture Facilities (X2) has a significant and positive 

positive effect on Consumer Satisfaction or Student Satisfaction (Y). ). Then the results of the 

T test show that each variable, both Lecturer Service Quality (X1) and Lecture Facilities (X2) 

has an effect on the Consumer Satisfaction variable or Student Satisfaction (Y). 

This research of course, has several limitations, which are described as follows, but it is 

hoped that these limitations will not reduce the benefits achieved. Limitations in this study, 

among others, this research model is limited to only analyzing 2 independent variables so that 

it is necessary to expand the research variables in order to better describe consumer 

satisfaction in learning. In this study, it was only limited to students of the 2016-2018 Faculty 

of Economics and Business at the Islamic University of Malang. From the results of the 

research that has been done, the following suggestions are proposed, further research can add 

other independent variables. It is hoped that further researchers can expand their research 

locations and the level of students so that their research results can be more valid. 



  
 

 

 
29899 

 
 

References 
 

Arikunto, S. 2006. Metode Penelitian Kualitatif. Jakarta: Bumi Aksara 

_______. 2016. Prosedur Penelitian Suatu Pendekatan Praktik. Jakarta: Rineka Cipta 

Azwar, Saifuddin. 2007. Metode Penelitian. Pustaka Pelajar: Yogyakarta. 

Bilson, Simamora, 2004, Riset Pemasaran, Jakarta, Gramedia Utama 

Bitner, M.J. dan Zeithaml, V.A. 2003, Service Marketing (3rd ed.), Tata Mc Graw Hill, 

NewDelhi. 

Cooper, Donald R., dan Pamela, S. Schindler. 2006. Metode Riset Bisnis, Volume 1. PT 

Media Global Edukasi. Jakarta. 

Dirgantari, P. D. (2012). Pengaruh Kualitas Layanan Jasa Pendidikan Terhadap Kepuasan 

Mahasiswa serta Dampaknya Terhadap Upaya Peningkatan Citra Perguruan Tinggi 

Negeri Menuju World Class University (Studi pada Mahasiswa Asing di ITB, UNPAD, 

dan UPI). Jurnal Ilmu Manajemen Dan Bisnis, 3(2). 

https://doi.org/10.17509/jimb.v3i2.1039 

Ghozali, Imam. 2006. Aplikasi Analisis Multivariate dengan Program SPSS. Badan Penerbit 

Universitas Diponegoro, Semarang. 

Gujarati, Damodar. 2007. Dasar-Dasar Ekonometrika. Edisi Ketiga. 

https://etalasepustaka.blogspot.com/2016/08/pengertian-indikator-kepuasan-pelanggan-

menurut-para-ahli.html?m=1 (diakses pada 06 November 2019). 

Kaihatu, T. 2008. Analisa Kesenjangan Kualitas Pelayanan dan Kepuasan Konsumen 

Pengunjung Plaza Tunjungan Surabaya.UK Petra. Surabaya. 

Kotler, Philip. 2007, Manajemen Pemasaran, Jilid 2, Edisi 12, PT Indeks., New Jersey. 

Kotler dan Keller. 2009. Manajemen Pemasaran. Jilid I. Edisi ke 13 Jakarta: Erlangga. 

Kusumadewi, R. (2019). The Role of Marketing and Individual Environment Association in 

Elevating the Customer Value. Budapest International Research and Critics Institute-

Journal (BIRCI-Journal) Vol 2 (4): 451-460. 

Lupiyoadi, Rambat. 2011, Manajemen Pemasaran Jasa, Teori dan Praktik, UI Press, Jakarta. 

Nazir, Moh. 2011. Metode Penelitian. Cetakan 6. Bogor: Penerbit Ghalia Indonesia. 

Nastiti, U. D. (2015). Pengaruh Layanan Mengajar Dosen Dan Pemanfaatan Fasilitas Belajar 

terhadap Kepuasan Mahasiswa Di Universitas Pasundan. Jurnal Administrasi 

Pendidikan. 

Nusjirwan, Regen, R., and Nardo, R. (2020). The Role of Service Quality and Trust in 

Building Customer Satisfaction and Loyalty. Budapest International Research and 

Critics Institute-Journal (BIRCI-Journal) Vol 3 (4): 4059-4069. 

Parasuraman. V.A. Zeithaml and L.L.Berry. 1985. A Conceptual model of service quality and 

its implication for future research journal marketing. 

Prayitno. 2012. Jenis Layanan Dan Kegiatan Pendukung Konseling. Padang: Fakultas Ilmu 

Pendidikan UNP. 

Rahmawati, D. (2013). Analisis Faktor-faktor yang Mempengaruhi kepuasan mahasiswa. 

Jurnal Economia, 9(1), 52-65. 

Riyanto, Bambang. 2012. Dasar-dasar Pembelanjaan, Edisi 4, Yogyakarta: BPFE 

Romdonny, J., and Rosmadi, M.L.N. (2019). Factors Affecting Customer Loyalty in 

Products. Budapest International Research and Critics Institute-Journal (BIRCI-Journal 

Vol 2 (1): 337-343. 

Santoso, Fuji. (2017). Pengaruh Kualitas Pelayanan Dan Fasilitas Terhadap Kepuasan 

Mahasiswa Fakultas Ekonomi Angkatan 2014-2016 Universitas Islam Malang. E – 

Jurnal Riset Manajemen Prodi Manajemen, 82–94. 

Santoso, Singgih. 2010. Statistik Parametrik, Konsep dan Aplikasi dengan SPSS.  

       Cetakan Pertama, PT Elex Media Komputindo, Jakarta, PT Gramedia, Jakarta. 



  
 

 

 
29900 

 

Singarimbun. 2008. Masri dan Sofian Effendi, Metode Penelitian Survei, Jakarta: LP3ES.  

Sugiyono. 2012. Metode Penelitian Kuantitatif, Kualitatif dan R&D. Bandung:  

       Alfabeta. 

Sulastiono, Agus. 2006. Manajemen Penyelenggaraan Hotel, Alfabeta: Bandung.  

Supomo, Bambang dan Nur Indriantoro, 2002, Metodologi Penelitian Bisnis, Cetakan Kedua, 

Yogyakara; Penerbit BFEE UGM. 

Susanto, A.B. (2009). Reputation-Driven Corporate Social Responsibility: Pendekatan 

Strategik Manajemen dalam CSR, Jakarta: Esensi. 

Susanto, P. (2012). Pengaruh Kualitas Pelayanan Akademik dan Citra Merek Lembaga 

terhadap Kepuasan Mahasiswa Universitas Negeri Padang. Tingkap, 8(1), 65–78. 

¬¬¬¬Tjiptono, Fandy. 2014, Pemasaran Jasa: Prinsip, Penerapan, dan Penelitian, Andi 

Offset, Yogyakarta. 

Undang‐Undang Republik Indonesia Nomor 2 Tahun 1989 Tentang Sistem Pendidikan 

Nasional pasal 16 ayat (1) 

Undang-Undang Sistem Pendidikan Nasional Nomor 20 Tahun 2003 

Wood, Ivone. 2009. Layanan Pelanggan. Edisi Pertama. Yogyakarta: Graha Ilmu. 

Yuniarti, Y. (2014). Pengaruh Kualitas Pelayanan terhadap Kepuasan Mahasiswa Program 

Ekstensi Fakultas Ekonomi Universitas Jambi. TRIKONOMIKA. 

https://doi.org/10.23969/trikonomika.v13i1.484 

, 


