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ABSTRAK 

 Silvyanti Tiara Saras Nur Anggraini, 2016, Analisis Tingkat Kepuasan 
Publik Berdasarkan Metode Servqual (Studi di SMA Negeri 4 Kota Malang), 
Dr. Irwan Noor, MA, Ainul Hayat, S.Pd, M.Si, 98 Hal + xii 
 

 Dalam Undang-Undang Republik Indonesia No. 25 Tahun 2000 tentang 
Program Pembangunan Nasional dikatakan bahwa salah satu usaha untuk 
meningkatkan kualitas pelayanan publik adalah dengan melakukan pengukuran 
kepuasan publik. Hasil pengukuran tersebut dapat menjadi tolak ukur dalam 
mengevaluasi pelayanan publik. Sayangnya banyak sekolah negeri selaku 
penyelenggara pelayanan publik bidang pendidikan yang tidak melakukan 
kegiatan pengukuran kepuasan publik. 

Penelitian ini bertujuan untuk mengetahui kualitas pelayanan publik 
bidang pendidikan serta untuk mengukur kepuasan siswa selaku penerima 
pelayanan publik terhadap kualitas pelayanan publik bidang pendidikan. 
Kepuasan publik dan kualitas pelayanan publik dalam penelitian ini diukur 
dengan metode servqual milik Parasuraman et al yang memiliki 5 dimensi, yang 
meliputi: (1) dimensi bukti fisik (tangible), (2) dimensi kepercayaan (reliability), 
(3) dimensi daya tanggap (responsiveness), (4) dimensi jaminan (assurance), dan 
(5) dimensi empati (empathy). Penelitian dilakukan di SMANegeri 4 Malang pada 
bulan Desember 2015. 
 Berdasarkan hasil analisis data, kualitas pelayanan publik bidang 
pendidikan di SMAN 4 Malang berada dibawah ekspektasi publik dengan nilai -
0,37. Hal ini dikarenakan munculnya nilai servqual negative di semua dimensi. 
Sedangkan nilai kepuasan publik terhadap pelayanan publik bidang pendidikan di 
SMAN 4 Malang adalah 3,17 yang termasuk dalam kategori puas. Dimensi bukti 
fisik (tangible) termasuk dalam kategori sangat memuaskan dengan nilai 3,27, 
sedangkan 4 dimensi lainnya masuk dalam kategori memuaskan dengan nilai 
sebagai berikut: (1) dimensi kepercayaan (reliability) dengan nilai 3,15, (2) 
dimensi daya tanggap (responsiveness) dengan nilai 3,06, (3) dimensi jaminan 
(assurance) dengan nilai 3,25, dan (4) dimensi empati (empathy) dengan nilai 
3,10. 

 
Kata kunci: Kepuasan publik, pelayanan publik bidang pendidikan, metode 

servqual 

 

 

 



 

SUMMARY 

 Silvyanti Tiara Saras Nur Anggraini, 2016, The Analysis of Public 
Satisfaction Level Based on Servqual Method (Study in Public Senior High 
School 4 Malang), Dr. Irwan Noor, MA, Ainul Hayat, S.Pd, M.Si, 98 Pages + xii 
 

Inthe Act of the Republic of Indonesia Number 25 Year 2000 about the 
National Development Program said that one of the efforts to improve the quality 
of public servicesis to measure the public satisfaction as a benchmark for 
assessing the quality of public service. The results of these measurements can be 
used as benchmark in the evaluation public services. Unfortunately, there are 
many public schools as educational public serviceprovider which do not perform 
public satisfaction measurement. 

This study aims to determine the quality of educational public services and 
for measuring satisfaction level of students as recipients of public services toward 
the quality of educational public services. Public satisfaction and quality of public 
services in this study was measured by servqual method by Parasuraman et 
alwhich have five dimensions, which include: (1) tangible dimension, (2) 
reliability dimension, (3) responsiveness dimension, (4) assurance dimension, and 
(5) the empathy dimension. The study was conducted in Public Senior High 
School 4 Malang in December, 2015. 

Based on the data analysis results, the quality of educational public 
services in Public Senior High School 4 Malang is under public expectations with 
-0.37value. This is due to the rise of the negative servqual value in all dimensions. 
While the value of public satisfaction level toward educational public service in 
Public Senior High School 4 Malang is 3.17 which is categorized as satisfied. 
Tangible dimension categorized as very satisfying with value of 3.27, while the 
four other dimensions are categorized as satisfying with values as follows: (1) 
reliability dimension value is 3.15, (2) responsiveness dimension value is3.06, (3) 
assurancedimension value is3.25, and (4) empathy dimension value is3.10. 

 

Keyword: Public satisfaction, educational public service, servqual method 
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CHAPTER  I   

INTRODUCTION 

A. Research Background 

       Educational services is one of the services which held by the 

government. Educational services included in the category of basic services. 

Sukmadinata (2006:1) says that, ”Pendidikan adalah investasi yang berharga 

bagi suatu negara, hal itu dikarenakan pendidikan memainkan peranan 

penting dalam pengembangan sumber daya manusia”. That statement means 

education is an valuable investment for the nations, because education plays a 

key role in the development of human resources. The future of a nation will 

be largely determined by how big the government attention to the citizen 

education.  

       Quality improvement of educational services is the government's main 

program, to educate the nation and prepare qualified human resources for the 

implementation of development. In order to realize high quality education, 

various laws and regulations have been published, one of them is the issuance 

of the Indonesian Government Regulation No. 19 Year 2005 about National 

Education Standards. Middle Term Development Plan of Ministry of National 

Education in 2010-2014 has also established the service quality improvement 

as the main focus.  

       One of the efforts to improve the quality of public services, as mandated 

in the Act of the Republic of Indonesia Number 25 Year 2000 about the 
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National Development Program is to measure the public satisfaction as a 

benchmark for assessing the quality of public service. Result of the 

measurement of public satisfaction will become an assessment material of the 

service elements that still need improvement and become driving force for 

each unit of public service providers to improve quality of public service. 

Measuring the public satisfaction is, the embodiment of democracy by listen 

and find out the public will and public opinions, and then there is a 

willingness to respond and serve the public interests and public expectations.  

Public satisfaction measurement has been done in many public service 

providers, such as community health centers as health care providers, the 

district office and the department of population and civil registration as a 

provider of administrative services, Integrated Licensing Services Agency as a 

service provider of licensing, and other public service providers. But, the 

measurement of public satisfaction in the educational public services provider 

is rarely done. Some universities as educational service providers has 

conducted public satisfaction measurement. But almost all Public Senior High 

School as educational technical service unit of regency/city never conducted 

public satisfaction measurement.  

       The measurement of public satisfaction and service quality in this 

research is using Servqual method that was developed by Parasuraman, 

Zeithaml and Berry in 1985 and 1988. Servqual method is a service quality 

measurement method that used especially in the field of merit services such as 

educational service, healthcare service, and social security/insurance services. 
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Servqual method used here because servqual method has more advantages 

than the other method. Here is some advantages of servqual method, such as: 

(1) In current service literature, there are number of key instruments available 

for measuring service quality, but the servqual model has been the major 

generic model used to measure and manage service quality across different 

service settings and various cultural backgrounds and is valued by academics 

and practitioners (Buttle,1996:18); (2) Once data have been analyzed, they can 

be visually presented so it is easy to identify strengths and weaknesses 

(Buttle,1996:18); (3) It provides the opportunity for a firm to assess its service 

quality performance on the basis of each dimension individually as well as the 

overall dimensions (Parasuraman et al as cited by Pasolong, 2007:132); (4) It 

allow the firm to classify its customers into different segments based on their 

individual servqual scores (Parasuraman et al as cited by Pasolong, 2007:133); 

(5) Servqual model can be used in various service setting/sectors and provides 

a basic skeleton that can be adapted to fit the specific attributes of a particular 

organization. It is applicable across different empirical context and various 

countries and cultural backgrounds (Parasuraman et al as cited by Pasolong, 

2007:132); (6) Servqual is a tried and tested instrument which can be used 

comparatively for benchmarking purposes. It benefit from being a statistically 

valid instrument as a result of extensive field testing and refinement (Al 

Bassam & Al Shawi as cited by Warokka et al, 2011:9).  

Servqual method measure the service quality attributes of each dimension, 

so we’ll get a gap value which represent the difference between consumer 
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perception towards the perceived service with their expectations about the 

services. Although servqual method is a method that comes from the business 

world, this method can be applied to public service. This is proved by the use 

of this theory in several studies on public services, such as: 

1. Wisniewski and Donelly in 1996 with title “Measuring service quality in 

the public sector: the potential for servqual”,  and 

2. Mukhtari, Saeed, and Ata in 2013 with title “Measuring service quality in 

Public Sector using servqual: a case of Punjab Dental Hospital, Lahore”. 

This method is using dimensions that can be applied to the measurement of 

public service. The usage of business theories to the public administration has 

been done since the appear of the "New Public Management" paradigm in the 

1990s.  

In this research, the writer tried to measure the public satisfaction level 

toward educational public services in public senior high school in Malang 

City. Malang City is a city known as the city of students. It is caused by a 

number of students, both from within the city and outside the city, who study 

in this city because of the plenty available schools and well-known 

universities here. Malang City has 10 public senior high schools (Source: 

malangkota.go.id). After know the amount of school, the writer use simple 

random sampling method to choose research location and the result is Public 

Senior High School 4 Malang choosed as the research location. 

       In this research, the writer wants to describe and analyze the public 

satisfaction and the service quality of educational public service in public 
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senior high school that viewed from the students as recipients of services. 

Based on the great Indonesian dictionary, the word “Analysis” have two 

meanings, first is analyse as investigate to find out the real situation in 

research location and second is review or explain based on theoretical 

framework. The word analyse in the title referres to the first meaning and 

deliberately included because the writer wanted to show the concept of a 

strong desire to determine real situation. To contribute in improving the 

quality of educational services, the research about "The Analysis of Public 

Satisfaction Based on Servqual Method (Studies in Public Senior High 

School 4 Malang)” is conducted.  

 

B. Research Problems 

       By considering the background which has been describe above, the 

problems formulation in this study are: 

1. How is the quality of educational public services in Public Senior High 

School 4 Malang City? 

2. How is public satisfaction level towards the quality of educational public 

services in Public Senior High School 4 Malang City? 

 

C. Research Objectives 

1. Describe and analyze the quality of educational public services in Public 

Senior High School 4 Malang City. 
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2. Describe and analyze the public satisfaction level towards quality of 

educational public services which provided in Public Senior High School 4 

Malang City. 

 

D. Research Contributions 

 The results of this research are expected be beneficial to related parties. 

1. Practical Benefit 

a. For Public Senior High School 

 Provide information, inputs, and consideration for Public Senior 

High School 4 Malang City in the implementation of the educational 

public service, so they can give higher quality of public service. 

b. For University 

 This research is expected to add more collection of theoretical 

research in the Department of Public Administration and to provide an 

overview of public service theory and its application or practice in the 

reality. 

c. For Students 

 This research is expected to add insight for students and as facility 

to train the ability to write scientific papers as well as to generate the 

interest of another students to conduct further research on the 

educational public service. 
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2. Theoretical Benefit 

 This study is expected to be used as literature and study materials 

that enrich science literature for further research related to the public 

service, especially in educational public services. 

 

E. Systematic Discussion 

       The discussion systematic in this study is divided into 5 (five) chapters, as 

follows : 

Chapter I :  introduction. This chapter consist of research background,    

problems formulation, research objectives, research 

contributions, and discussion systematic. 

Chapter II : literature review. This chapter outline the theory of public  

satisfaction theory, definition of public service, classification 

of public service, standards of public service, principles of 

public service, public service quality, definition and quality of 

educational service, education in reformation era, and servqual 

method. 

Chapter III : research method. This chapter is consist of type of research,   

research location, variables and measurement, population and 

sample, collecting data, and data analysis. 

Chapter IV :  research result and analysis.  This chapter is consist of general 

description of research location, data display, analysis and 

interpretations.  

Chapter V: closing. This chapter is consist of conclusions and   

recommendations. 
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CHAPTER II 

LITERATURE REVIEW 

A. Public Service in Public Administration 

       According to Nicholas Henry as cited by Pasolong (2007:8), public 

administration is a broad-ranging and amorphous combination of theory and 

practice, its purpose is to promote a superior understanding of the government 

and its relationship with society it governs, as well as to encourage public 

policies more responsive to social needs. Public administration seeks to 

institutionalize management practices to attune the value of effectiveness, 

efficiency, and meeting the needs of the society. Meanwhile, according to 

David H. Rosenbloom as cited by Pasolong (2007:8), public administration is 

the utilization of theories and processes of management, politics, and law to 

meet the government's desire, in order to give regular functions and service to 

the society as a whole part . From the definition above, it is understood that 

public administration is a collaboration by a group of people or institutions in 

carrying out the duties of government in meeting public needs efficiently and 

effectively. 

   The role of public administration in the country is vital. It can be seen 

from the opinion of Karl Polangi as cited by Keban (2004:15),” Kondisi 

perekonomian sebuah negara sangat bergantung pada dinamika administrasi 

publik negara tersebut”. That opinion means that the economic conditions of 
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a country highly dependent on the dynamics of public administration. 

Furthermore Frederick A. Cleveland as cited by Keban (2004:15), explains 

that the role of public administration is vital in order to empower 

communities and create democracy. Public administration held to provide 

public services and this benefits can be felt by the society after the 

government increased professionalism and applying the technique of 

efficiency and effectiveness. It become more profitable for the government 

when public accept to carry out some of the responsibilities of public 

administration or known as organized democracy. 

 

1. Public Service Definition 

 According to Kotler as cited by Lukman (2000:8), the service is any 

activity that is beneficial in a community or entity and offers satisfaction even 

though the results are not tied to a physical product. Furthermore, Lukman 

(2000:6) argues that,”Pelayanan adalah aktivitas atau serangkaian aktivitas 

pada interaksi langsung antara satu orang dengan orang lain atau mesin fisik, 

dan hal itu menimbulkan kepuasan konsumen”. That argumentation means 

that the service is an activity or sequence of activities that occur in the direct 

interaction between a person and another person or physical machines, and 

provide customer satisfaction. 

 The term of public, derived from the English language "public" that means 

common, a lot of people, or the people. Badudu et al (2001:1095) says that, 
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”Kata public telah diterima dalam Kamus Besar Bahasa Indonesia sebagai 

kata publik yang artinya orang banyak (umum), semua orang, dan 

keramaian”. The statement means that “The word public is already accepted 

into Indonesian Standard as public into meaningful general public, crowds, 

crowded. 

 Public service is defined as all service activities organized by public 

service providers as an effort to meet the needs of the service. According to 

the Decree of Ministry of State Apparatus Reforms No.63 of 2003,” 

Pelayanan publik adalah segala kegiatan pelayanan yang dilaksanakan oleh 

penyelenggara pelayanan publik sebagai upaya pemenuhan kebutuhan 

penerima pelayanan maupun pelaksanaan ketentuan perundangan. That 

statement means that the public service is all service activities undertaken by 

public service providers as an effort to meet the needs of service recipients as 

well as the implementation of the statutory provisions.  

Public service is an attempt to meet the basic needs of the state and the 

civil rights such as the goods, services, and administrative services which 

provided by public service providers. Public services which held by 

government is actually a manifestation of the state apparatus functions as a 

public servant. As described in Decree of Ministry of State Apparatus 

Reforms No.63 of 2003 that the essence of public service is the provision of 

excellent service to the community which is the embodiment of the apparatus 

of government obligations as a public servant. 
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 Although the obligation to provide public services lies with the 

government, public services can also be provided by private parties and the 

third party, namely the non-profit organizations, volunteers, and Non-

Governmental Organizations (NGOs). If a particular public service handed 

over to the private or the third party, then the most important thing done by 

the government is to provide regulations, security, law certainty, and a 

conducive environment (Silahudin, 2010). 

 

2. Public Service Classifications 

 Public services that should be given by the government can be classified 

into two main categories, namely: basic services and general services, as 

described by Mahmudi (2005: 205) as “pelayanan dasar dan pelayanan 

umum”. Basic services that should be provided by the government includes:  

1) Health 

 Health is one of the basic needs of the community. The government must 

be able to guarantee the right to a healthy society (right for health) to provide 

health services in a fair, equitable, adequate, affordable, and qualified.  

2) Education 

 Other form of basic services is education. Similar to health, education is a 

form of investment in human resources. In our public administration, basic 

education translated into Twelve Years Compulsory Education Program. 

3) Public Basic Comodities 
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 In addition to health and education, the government also provide other 

basic services, namely basic commodities. Basic commodities that society 

need, for example: rice, cooking oil, kerosene, sugar, meat, eggs, milk, 

iodized salt, wheat flour, vegetables, and so on. In terms of basic 

commodities provision, the government needs to ensure the stability of the 

primary needs and maintain its availability in the market and in storage in the 

form of supplies. 

       In addition to basic services, the government as public service provider, 

should also provide public service to the community. According to Mahmudi 

(2005:208), public services that should be provided by the government are 

divided into three groups, namely: 

1) Administrative Service 

       Administrative services are services that provide various forms of 

documents that required by the public, for example: Making Identity Card, 

the Land Certificate, Birth Certificate, Certificate of Motor Vehicles, 

Building Permition (IMB), passport, and so on. 

2) Goods Service 

       Goods service is services that generate various forms / types of goods 

that become public needs, for example: telephone networks, electricity, 

clean water, and so on. 

3) Merit Service 

       Merit services are services that generate various forms of services 

needed by public, such as: education, health care, transportation, 
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environmental sanitation, drainage, roads and sidewalks, disaster 

management, insurance or social security / social security, and so on. 

 

3. Public Service Principles 

 Public service provider agencies in providing services should pay attention 

to the principles of public service, so service quality can be achieved. In the 

Decree of the Minister of Ministry of State Apparatus Reforms No. 63 of 

2003 on General Guidelines for Implementation of the Public Service states 

that the public service must meet the following principles: 

1) Simplicity. Public service procedure is straightforward, easy to understand 

and easy to implement. 

2) Clarity. There will be clarity (1) technical and administrative requirements 

of the public service; (2) work unit / competent authority and 

responsibility in providing services and resolution of complaints / issues / 

disputes in the public service delivery; and (3) Details of the cost of public 

services and methods of payment. 

3) Certainty time. Public service delivery can be completed within a specified 

time. 

4) Accuracy. Product of public services received correctly, proper and 

legitimate. 

5) Security. The process and product of public service providing security and 

legal certainty. 
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6) Responsibility. Leadership of public service providers or designated 

official responsible for the provision of services and resolution of 

complaints / issues in the implementation of public service. 

7) Infrastructures completeness. Availability of adequate labor and 

infrastructure. 

8) Ease of access. The place and the location and service facilities are 

adequate, easily accessible by the public, and can utilize the 

telecommunications and information technology. 

9) Discipline, Courtesy and Friendliness. Service providers should be 

disciplined, polite and courteous, friendly, and provide services with 

sincerity. 

10) Comfort. Environmental services should be orderly, organized, provided a 

comfortable waiting room, clean, tidy, beautiful and healthy environment 

and equipped with supporting facilities such as parking services, 

restrooms, places of worship and others. 

 

4. Public Service Standards 

       Public services should be provided based on specific standards. Standards 

are the technical specifications / something standardized as a benchmark in 

conducting activities. Thus, public service standards are technical 

specifications for standardized services as a benchmark in public service as 

stated by Silahudin (2010) in his website,”Standar pelayanan publik adalah 

spesifikasi teknik untuk standar pelayanan sebagai tolak ukur dalam 
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pelayanan publik”. According to Act 25 of 2009,”Standar dari pelayanan 

publik adalah tolak ukur yang digunakan sebagai panduan dalam 

penyelenggaraan pelayanan dan acuan penilaian kualitas pelayanan publik 

sebagai kewajiban dan janji penyelenggara kepada masyarakat dalam rangka 

pelayanan yang berkualitas, cepat, mudah, terjangkau, dan terukur”. That 

statement means that the standard of public service is a benchmark that can be 

used as guidelines for service delivery and service quality assessment as the 

obligation and the organizers promise to the community in order to fast, easy, 

affordable, and scalable quality of service. According to the Decree of 

Ministry of State Apparatus Reforms No.63 of 2003, the scope of public 

service standards should be set at least the following: 

1) Service Procedure 

There should be a standard of procedures for service providers and 

recipients of services including complaint procedures. 

2) Completion of Time  

There should be standards specified completion time of service, from the 

time of application until the completion of the service, including 

complaints. 

3) Cost of Service 

There should be a standard cost / tariff services including the details set 

out in the service delivery process. Any fare increase / service charge 

should followed by an increase in service quality. 
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4) Service Product 

There should be a standard set of products (results) service that will be 

accepted in accordance with the conditions set. With the cost of the service 

that has been paid by the public, they will get services in any form. 

5) Facility and Infastructure 

There should be a standard set of adequate facilities and infrastructure 

services by public service providers. 

6) Personnel Competency  

There should be competency standards for personnel of service providers 

based on knowledge, expertise, skills, attitudes, and behaviors required.  

 The form of public service agency standards in accordance with public 

service providers in Indonesia, both at the central and local governments, is 

the obligation to implement the Minimum Service Standards (MSS). It is 

stated in Act No. 32 of 2004 Article 11 paragraph (4).  

 

5. Public Service Quality 

   Quality is basically a word that bears a relative sense because it is 

abstract. Quality can be used to assess or determine the level of adjustment of 

a case against the requirements or specifications. Pasolong (2007:132) says 

that,”Kualitas tidak dapat diukur karena kualitas itu merupakan bayangan 

(imajinasi), dan itu bukanlah kuantitas yang dapat diukur”. That statement 

means that the quality can not be measured actually because it is the virtual 

(imaginary), and it is not a quantity which measurable. Therefore, it need 
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indicators that are measurable scale to determine the quality of both products 

and services.  

 Qualified service, sometimes referred as excellent service, has several 

variables such as contained in the agenda of public sector service behavior 

(Sinambela et al, 2006:8), include: 

a) Government in charge of serving. 

b) People is served by the government. 

c) Wisdom is used as the basis of public service. 

d) Equipment or advanced service facilities. 

e) Available research is to be formulated in the form of service activity. 

f) The quality of the public services which satisfy according to standards and 

principles of public services. 

g) Management, leadership, and community service organizations. 

h) The behavior of officials who involved in public services should be 

according to their function. 

 The variable of excellent service above can be implemented if the 

apparatus/servant, making customer satisfaction as a primary goal succesfully. 

In addition to improving service quality through the excellent service, quality 

service can also be achieved through the concept of "whole-hearted service" 

consisting of four "P" attitude (Patton, 1998:6-8), namely: 

a. Passionate: bring life and vitality at work.  

b. Progressive: the creation of new and exciting ways to improve the service. 

Have a progressive mindset that will make the job more attractive. 
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c. Proactive: initiative and activeness is required in working to provide a 

quality service. 

d. Positive: the positive attitude able to change the atmosphere for the better 

services, and consumers will enjoy any service provided. 

 Measurement of quality of services is important because it can provide 

benefits to the organization. “Pengukuran kualitas pelayanan akan 

memaksimalkan usaha suatu organisasi dalam memberikan kepuasan kepada 

pelanggan yang mereka layani”, said Pasolong (2007:134). That statement 

means that measurement of quality of service will make the maximum of an 

organization to meet the satisfaction of customers they served.  

In 1988, Parasuraman-Zeithaml-Berry put forward the concept of service-

quality, or better known as servqual, as quality of service measurement and 

they argue that the poor quality of service provided by the service provider, 

depending on consumer perceptions of the service provided (Pasolong, 

2007:134). There are size indicators to significantly determine the quality of 

perceived service by consumers which located on the five dimensions of 

service quality, namely: tangible, reliability, responsiveness, assurance, and 

empathy. This statement indicates the existence of strong interactions between 

service quality and customer satisfaction.  
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B. Educational Service 

1. Definition of Educational Service  

 In Great Dictionary of Indonesian (KBBI), education have definition as 

“proses perubahan perilaku dan cara berperilaku dari seseorang atau 

sekelompok orang dalam proses pendewasaan melalui pengajaran dan 

pelatihan, proses kerja, dan cara mendidik”. That means that education is a 

process of changing attitudes and code of conduct of a person or group of 

people in human mature businesses through teaching and training efforts, the 

works process, and ways of educate. Meanwhile, according to Godfrey 

Thomson as cited by Darmidi (1977:2), education is the influence of 

environment on individuals to make the right changes in the habits, behavior, 

thoughts and feelings.  

 According to Kotler as cited by Lukman (2000:8), the service is any 

activity that is beneficial in a community or entity and offers a satisfaction 

even though the results are not tied to a physical product. Furthermore 

Lukman (2000:6) argues that,”Pelayanan adalah aktivitas atau serangkaian 

aktivitas pada interaksi langsung antara satu orang dengan orang lain atau 

mesin fisik, dan hal itu menimbulkan kepuasan konsumen”. That statements 

means the service is an activity or sequence of activities that occur in the 

direct interaction between a person and another person or physical machines, 

and provide satisfaction of customer satisfaction. 

 From the above definitions, we can conclude that education service is the 

sequence of activities that occurs in a conscious and planned ways to create an 
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atmosphere studying and learning processes to develop the potential of a 

person to have the spiritual strength of religious, self-control, personality, 

intelligence, noble character, as well as the skills needed by themselves, 

society, nation and state. Services which held in the field of education is 

basic service. Educational services are services that are complex because it is 

labor intensive and capital-intensive, which means it is needed workforce that 

has special skills in the field of education and requires a lot of capital because 

they have to provide a complete infrastructure (Yazid, 1999; 39). Education is 

an investment in the nation valuable, because education plays a key role in the 

development of human resources and qualified human (Sukmadinata, 2006:1). 

The future of a nation will be largely determined by how big the government's 

attention to the education community.  

 

2. Provider of Educational Service 

 Based on Law No. 20 Year 2003 about National Education System, 

education in Indonesia is carried out through multiple educational pathways, 

namely: formal education, informal education and non-formal education. 

Formal education is a continuing education which consists of basic education, 

secondary education, and higher education. Type of formal education includes 

general education, vocational, academy, professional, religious, and specialty. 

Track, level, and type of formal education can be realized in the form of 

educational units which held by the Government, local government, and / or 
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community. According to Fattah (2013: 14), the formal educational service 

providers includes several units, namely: 

a. Education providers are institutions which have and at the same time foster 

units / programs. 

b. Educational Units / programs which exist in the scope of formal education 

at elementary and secondary levels, can be educational units / programs or 

madrasa. Units / programs can be owned by the community, district / city, 

provincial, and central government. 

c. The provider of educational units / programs (Kindergarten / RA, ES / MI, 

JHS / MTs, SHS / MA, VHS, HS, and college) that owned by the 

community is a foundation. 

d. The provider of educational units / programs (Kindergarten, ES, JHS, 

SHS, and VHS) that government-owned is regency / city government. 

e. The provider of educational units / programs (Handicapped School, RSBI 

and SBI) that government-owned is provincial government. 

f. The provider of madrassa (RA, MI, MTs, MA, and religious colleges) 

owned by the central government is managed by the Ministry of Religious 

Affairs. 

g. The provider of universities that governments-owned is central 

government (Ministry of Education and Culture). 

 Based on Act No. 20 Year 2003 about National Education System, non-

formal educational units provider consists of: colleges, training institutes, 

study groups, learning centers, and taklim, and similar educational units. The 
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results of non-formal education can be valued equivalent to the results of a 

formal education program through the assessment process after equalization 

by the agency that appointed by the Government or local authorities by 

reference to national education standards. 

 

3. Quality of Educational Service 

 Nowadays in Indonesia, the awareness of service quality has expanded to 

education. Education service providers need to perform promised quality, so 

the public will satisfied with the perceived services. According to Sallis 

(2006:33), the quality is a philosophy and methodology which helps 

organizations to plan for change and set the agenda in dealing with external 

pressures by involving all the members of the organization. 

 Quality is an important power which can lead to success both within the 

organization and institutions growth, it can also be applied in the provision of 

educational services. Since the issuance of Act Number 23 of 2003 about 

National Education System, the management of public schools in Indonesia, 

which is under the Ministry of National Education, now became responsibility 

of local regency / city. While the Ministry of Education, which is now called 

the Ministry of Education and Culture, only acts as a regulator in the field of 

national education standards. Considering that education is an important 

aspect of life, both central and local governments are required to continue to 

improve the quality of public services.  
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 Improvement of educational quality is a commitment of the Government 

of Indonesia, which is applied through a variety of policies. National 

education is a shared responsibility between central government, local 

governments, communities, and business. Indonesia set the quality of 

education through Government Regulation no. 19 of 2005 Article 91, which 

reads: 

1) Each educational unit in formal and non-formal education required to 

perform quality assurance. 

2) Quality assurance of education referred to paragraph 1 aims to meet or 

exceed the National Standard of Education (SNP). 

3) Quality assurance of education held gradually, systematic, and planned in 

the quality assurance program which has a target and a clear time frame. 

 On the Regulation of the Minister of National Education No. 63 of 2009, 

the education quality activities are carried out through a systemic and 

integrated in the provision of education to raise the level of intelligence of the 

nation. This activity is carried out by units / programs, local government, 

central government, public, and involving the business world. Implementing 

quality assurance of education most important made in the units / programs. 

Therefore, the district / city governments, provincial governments, and the 

central government should perform supervision, monitoring, evaluation, 

facilitation, and guidance to units / programs (Fattah, 2012:1). In accordance 

with Regulation of the Minister of National Education No. 63 of 2009, any 

education quality assurance processes should be based on the Minimum 
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Service Standards, National Standard of Education (SNP), and quality 

standards over the SNP which have been unit or educational programs. 

 

4. Education in Autonomy Era 

 The implementation of decentralized systems due to the implementation of 

Government Regulation No. 25 Year 2000 on Government Authority and 

Provincial Authority as an Autonomous Region, the authority to provide 

education, youth, and sports give effect to the implementation of the public 

service education. The management of education in Indonesia, which is under 

the Ministry of Education, now become the responsibility of local 

government. 

 Moreover, since the issuance of Act No.23 of 2003 on National Education 

System that reinforces the educational decentralization process. Since the 

enactment of the Act, the Department of Education which is now called the 

Ministry of Education and Culture only acts as a regulator in the field of 

national education standards. Although the management of local education 

becoming more contextual, education system should remain in the framework 

of the national education system of the Republic of Indonesia. In other words, 

although the educational decentralization is implemented, there is no "local 

education system" because the existing is "a national education system" that 

most of the implementation is carried out by the business or local government 

(Jalal and Supriadi, 2001:6-7). 
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 Act No. 20 of 2003 about National Education System gives firm support 

and clear, in the implementation of regional autonomy in the field of 

education. Autonomy is intended to make independent local government and 

empower society, so they can regulate and implement authority on their own 

initiative. Provision of broad autonomy and responsible implemented based on 

the principles of democracy, community participation, equity, justice, and 

attention to the potential and diversity of the regions (Jalal and Supriadi, 

2001:4-5). 

 Government (central) and local governments, are required to provide 

services and facilities, as well as ensure the implementation of good quality 

education for citizens without discrimination as contained in Act No. 20 of 

2003 section 11 subsection 1. Consequently, government (central) and local 

governments must ensure the availability of funds for the implementation of 

12 years compulsory education.  

 Although there is decentralization of education, however the responsibility 

of the management of the national education system remains in the hands of 

the minister who was tasked by the president, namely the Minister of 

Education and Culture. In this case, the central government determines 

national policies and national education standards to ensure the quality of 

national education (Act No. 20 of 2003 Article 50 paragraph 2). While the 

provincial government coordinate the provision of education, developing 

educational personnel, and the provision of education facilities across the 

regency / city. Especially for regency / city governments were given the task 
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to manage primary and secondary education, as well as educational unit based 

on local advantages (Act No. 20 of 2003 Article 50 Paragraph 4). 

 Jalal and Supriadi (2001:9) says that, “Implementasi desentralisasi di 

bidang pendidikan dalam konteks otonomi daerah, hanya akan berhasil apabila 

didasari oleh konsep yang jelas, aktor yang berakuntabilitas, ketersediaan 

sarana dan prasarana, dan kemampuan untuk melihat masalah yang muncul 

secara keseluruhan dan mengatasinya. That statements means the 

implementation of educational desetralization in the context of regional 

autonomy, will only succeed if based on clear concepts, actors who have 

accountability, availability of facilities and infrastructure, and the ability to see 

the problems that arise as a whole and resolve it. Here is a comparison 

between the old educational paradigm with a new educational paradigm 

(education in autonomy era): 

Table 1: The Comparison of Educational Paradigm 

No. Old Educational Paradigm New Educational Paradigm 

1. Centralized Decentralized 

2. Top-Down policy direction Bottom-Up policy direction 

3. Developing orientation is partial Developing orientation is holistic 

4. 
The dominant role of government and 

the role of society is minimal. 

The role of government is reduced 

and the role of society increases both 

qualitatively and quantitatively 

Source: Jalal dan Supriadi, 2001:5 

 To ensure the realization of educational quality that is held by the local 

government, then minimum service standards (MSS) of education is set 
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through, National Education Minister Regulation No.124a of 2004. Minimum 

Standards of education shaped as benchmark of educational public service 

performance which conducted by local government. 

 

C. Public Satisfaction 

 According to Gibson et al (1987) and Wexley and Yulk (1988) as cited by 

Pasolong (2007:144) explains that satisfaction factors essentially is related to 

someone's needs, that means if someone's needs are met, then the person feels 

satisfied and vice versa. Regulation of Ministry of State Apparatus Reforms 

Number 25 Year 2004 states that, “Kepuasan publik adalah opini dan 

penilaian publik terhadap penyelenggaraan pelayanan yang dilakukan oleh 

aparatur pelayanan publik”. That means public satisfaction is public opinion 

and appraisal about the performance of services provided by public service 

providers apparatus.   

 To determine the level of satisfaction, it is necessary to do an assessment 

of public opinion through the measurement of the public satisfaction level. 

Because of the importance of satisfaction measurement, various methods to 

measure customer satisfactions is appeared, like servqual method, important 

performance analysis, etc. 

 

D. Servqual Method (Service Quality Method) 

 In 1988, Parasuraman-Zeithaml-Berry put forward the concept of service-

quality, or better known as servqual, as quality of service measurement and they 
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argue that the poor quality of service provided by the service provider, depending 

on consumer perceptions of the service provided. Pasolong (2007:134) says that, 

“Salah satu ukuran keberhasilan menyajikan pelayanan yang berkualitas (prima) 

sangat tergantung pada tingkat kepuasan pelanggan yang dilayani”. That 

statement means that one of the measures of successful quality service is highly 

dependent on the level of customer satisfaction. The opinion indicates that the 

customer's perspective is more important and more precedence to achieve service 

quality performance 

 Meanwhile Gerson (2002:55), said internal quality measurement is 

important. But all of that means nothing if the customer is not satisfied with the 

provided services. To make the measurement of service quality more meaningful 

and appropriate, "ask" to customers what they want which could satisfy them. 

According to Zeithaml as cited by Pasolong (2007:133), a consumer's decision to 

consume or not consume any product or service affected by various factors, one of 

them is the perception of service quality. In other words, both good or bad quality 

of service depends on consumer perceptions of the provided service. This 

statement shows the strong influence between the "consumer satisfaction" to the 

quality of service.  

 Dimension of service quality in the Servqual method based on a multi-

item scale that designed to measure customer expectations and perceptions, as 

well as the gap between 2 dimensions of service quality (Parasuraman et al as 

cited by Pasolong, 2007:129). At first Parasuraman et al identified ten basic 

dimensions with 22 variables related with service and then analyzed using factor 
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analysis that suggested some criteria to use in assessing the service quality 

(Parasuraman et al as cited by Pasolong, 2007:130). The criteria include 10 

potential complementary dimensions, namely tangibles, reliability, 

responsiveness, communication, credibility, security, competence, courtesy, 

understanding and access. Then in further studies Parasuraman et al in 1988 

enhance that dimension and then processed again and eventually be reduced to 5 

dimensions (Parasuraman et al as cited by Pasolong, 2007:134), namely: 

1) Tangible: quality of service in the form of physical infrastructure such as 

office tools, computerized administration, reception area, and information 

places. 

2) Reliability: ability and reliability to provide reliable service. 

3) Responsiveness: ability to assist and provide fast, accurate, and responsive 

toward consumer desires. 

4) Assurance: ability and the friendliness and courtesy of employees in 

convincing customer. 

5) Empathy: assertive employees, but full of attention to the consumer. 

Servqual method was originated come from the business world, and lot of public 

organizations adopted this method. Basically the servqual theory of Zeithaml et al 

can be used to measure the performance of public services that provided by 

government agencies (Pasolong, 2008:135). Here is how to analyze data with 

servqual method (Sugiyono, 2011): 

1. Sum hope value (Y) and perception (X) from each attribute, then count the 

average of Y and X using this formula: 
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 𝑋𝑋� = ∑𝑋𝑋𝑋𝑋
𝑛𝑛

  𝑌𝑌� =  ∑𝑌𝑌𝑌𝑌
𝑛𝑛

 

Description:  X�  = average value of perception level 
  Y�   = average value of hope level 

             n = total respondent (sample) 
    Xi  = score of each question in hope level 
      Yi   = score of each question in hope level 

2. Count the gaps between perception average value and hope average value 

in each attribute, with formula as follow: 

    NSi = X� − Y�  
Description: NSi = servqual value of each attributes 

3. Count the average from all servqual value in all variables, with formula as 

follow: 

    NSij = ∑𝑁𝑁𝑁𝑁1
𝐴𝐴

 

Description: A = amount of attributes in each variable. 

4. Count the overall servqual value then count with formula as follow: 

Q=P-E 

Description :  Q = Quality of service 

E = Customer expectations / hopes on service quality 

P = Customers perception from services they received 

5. From that results, make conclusion with provisions as follows: 

a. If servqual value is negative (Q < 0), it means that there is any gap 

between customer expectation and quality of perceived service. 

b. If satisfaction value > 0, it means that the quality of service is more 

than customer expectations. 

c. If satisfaction value = 0, it means that quality of service is accordance 

with customer expectations. 
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CHAPTER III 

RESEARCH METHOD 

 

A. Research Type 

 In this study, the writer use descriptive research with quantitative approach 

because writer wants to provide the description and analysis through a series of 

quantitative data.  Sugiyono (2011:11) said that, “Penelitian deskriptif adalah 

penelitian yang dilakukan untuk menentukan nilai dari variabel independen, 

baik itu satu variabel maupun lebih, tanpa membandingkan atau 

menghubungkan dengan variabel lain. That statement means that descriptive 

research is research conducted for determine the value of an independent 

variable, either one or more variables (independent) without make 

comparisons, or connect with other variables (Sugiyono, 2011:11).  

 The method that used in the descriptive research is survey method. The 

survey will be conducted by sampling using a questionnaire as the main data 

collection instrument. 

 

B. Research Locations 

 Determination of the location is an activity that affects the optimal data 

collection. According with research objectives to analyze the public 

satisfaction toward quality of educational public services, the research must be 

held in unit / program from government that provides educational services. 
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Public Senior High School is one example of a government unit / program that 

provides educational services for people in the age of 16-18 years.  

The research locations selected using probability sampling. Probality 

sampling means that every element in population have same opportunity to 

choosed as sample. The amount of public senior high school in Malang City is 

10 school (as stated in introduction). Then because of the small amount of 

research location choices, probability sampling method that used here is simple 

random sampling. Beside that, the homogenity of research locations choices is 

also become the reason to use simple random sampling method. After draw the 

research units, then Public Senior High School 4 Malang is choosed as research 

location. 

Public Senior High School 4 is one of public senior high school in Malang 

Raya which located at North Tugu Street Number 1 Malang City. This school 

got A accreditation from BAN-SM. It has 3 education department which 

consist of Social Department, Science Department, and Language Department. 

There are 879 students which consist of 705 students of Mathematic and 

Science Department, 161 students  of Social Department, and 33 students of 

Language Department. 

 

C. Variables and Measurement 

 According to Sugiyono (2011: 38), the variable is the attribute or the 

nature or value of people, objects, or activities that have a certain variation 

defined by the researchers to be learned and conclusions drawn. There are two 
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variables in this research. First variable is public satisfaction (X) and the 

second variable is quality of service (Y). Because this research is descriptive 

research, so the writer just describe the variables and not analyse the relation 

between X and Y.  

In this study, measurement of research variables using a servqual model 

which was developed by Parasuraman, Berry, and Zeithaml. The research 

variables were measured via questionnaires that contain questions that reveal 

the perception and hope of the respondents in the five items (tangible, 

reliability, responsiveness, assurance, and empathy) from the servqual model. 

Here is the operational definition of research variables: 

• Public Satisfaction (X) is public perception about the performance of services 

provided by public service providers apparatus (Decree of Ministry of State 

Apparatus Reforms Number 25 Year 2004). 

• Quality of Service (Y) is the discrepancy between consumers’ perceptions of 

services offered by a particular firm and their expectations about firms 

offering such services (Parasuraman, Berry, and Zeithaml as cited by 

Pasolong, 2007:130). 

 

D. Sample and Population 

 According to Sugiyono (2011:80), “ Populasi adalah wilayah generalisasi 

yang terdiri atas obyek/subyek yang mempunyai kuantitas dan karakteristik 

tertentu yang ditetapkan oleh peneliti untuk dipelajari dan kemudian ditarik 

kesimpulannya. That statements means that the population is a generalization 
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areas that consisting of subject / object that has a certain quantity and 

characteristics defined by the researchers to be studied and then drawn 

conclusions. The population of the criteria in this study were the students of 

Public Senior High School 4 Malang. 

 Sample is part of the number and characteristics possessed by the 

population (Sugiyono, 2011:73). The sample is part of the population, that 

taken from the data source and can represent the entire population. Ideal 

sample quantity can be obtained by calculation using the formulation by 

Slovin (Umar, 2004:78) as follows: 

n = 𝑁𝑁
1+𝑁𝑁𝑒𝑒2 

Information: n = sample 

 N = population 

 e  = precision / error rate that tolerable 

In this research, the error rate that tolerable is 10%. Here is the amount of 

samples in research location: 

n = 𝑁𝑁
1+𝑁𝑁𝑒𝑒2 

n = 879
1+879(0,1)2 

n = 879
9,79

 

n = 90 respondent  

The type of sample selection in this research is using proportionate 

stratified random sampling method because the heterogenity of samples. 
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Proportionate Stratified Random Sampling according to Sugiyono (2011: 118) 

is taking a member sample of the population was randomly with attention to 

heterogenity of strata in the population. Number of samples which taken is 

determined again based on each strata using the following formula 

n = 𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃  𝑜𝑜𝑜𝑜  𝑆𝑆𝑆𝑆𝑆𝑆𝑆𝑆𝑆𝑆𝑆𝑆
𝑇𝑇𝑇𝑇𝑇𝑇𝑇𝑇𝑇𝑇  𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃𝑃

x number of samples 

The stratum that choosen by writer is based on departments that available 

in Public Senior High School 4 Malang. At first, writer is choosed stratum 

based on the grade, but because the availability of acceleration class that can’t 

be categorate in spesific grade, it was changed. Each department will get 

different facility, infrastructure, and teachers.  The number of samples in each 

stratum can be seen in the table below: 

Table 2: The Allocations of Sample in Each Department 

Department Population Samples Allocation 

Mathematics and Science Department 705 72 

Social Department 161 16 

Language Department 33 3 

Source : Public Senior High School 4 Malang 

E. Data Collection 

 Data collection techniques used in this research is in the form of 

questionnaires to the respondents. Arikunto (2010:194) said that, ”Kuesioner 

adalah sejumlah pertanyaan tertulis yang digunakan untuk memperoleh 

informasi dari responden dalam arti laporan tentang pribadinya atau hal-hal 
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lain yang ia ketahui. That statement means that questionnaires is number of 

written questions used for obtain information from the respondents in terms of 

statements about personal or things that he knows. The questionnaire was made 

to be easily understood and to understand the respondents, as well as easy in 

terms of filling. In addition to using questionnaires, this study also uses 

interviews and observation as data collection techniques. The questionnaire is 

divided into hope part and perception part. The questionnaire prepared by the 

ranking of alternative answers using the Likert scale with four response 

categories as the following options: 

a. Not satisfied / Not important score is 1 

b. Less satisfied / Less important score is 2 

c. Satisfied / Impotant score is 3 

d. Very satisfied / Very Important score is 4 

 Before use, the questionnaire should pass validity test first. Validity test is 

the test to prove that every question in questionnaire is valid. According to 

Sugiyono (2011: 124), “Teknik korelasi untuk menentukan validitas suatu 

item adalah teknik yang paling sering digunakan saat ini”. That statements 

means that correlation technique to determine the validity of an item until now 

is the most widely used technique. The minimum respondents to conduct 

validity test is 30 respondent (Effendi and Tukiran, 2012: 138). The research 

instrument categorized as valid if the coefficient is r count > r of df table. To 

view the r of df table is to look at row n-2 (Effendi and Tukiran, 2012: 140). 

The r of df table with a 10% error rate from 30 respondents is 0.3061. So, if 
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the correlation between the grains with a total score is less than 0.3061 then 

the items in the instrument declared as invalid. To find correlation value, the 

authors used correl function in Microsoft Excel 2007. 

 Sugiyono (2011: 132) states that reliability test is “suatu index yang 

mengindikasikan apakah alat pengukuran yang digunakan reliabel atau tidak”. 

That statements means that reliability test is an index that indicates how far 

the measuring device is reliable or unreliable. Reliability test will be perform 

using Alpha Cronbach with the following formula: 

𝑟𝑟11 =  �
𝑘𝑘

𝑘𝑘 − 1
� �1 −

∑𝜎𝜎𝑏𝑏2

𝜎𝜎𝑡𝑡2 �  

Description : r11     = instrument reliability 

k   = total of questions 

∑σb2= question variants total 

𝜎𝜎𝑡𝑡2  = total variants 

In this technique, if alpha coefficient ≥ 0,6 it means that the instrument is 

reliable (Sugiyono, 2011: 137).  

 

F. Data Analysis 

 Data analysis was interpreted as an effort to process data into information, 

so the characteristics or properties of data can be easily understood and useful. 

There are two ways of analysis that used in this research, ie: 
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1) Analysis of Public Satisfaction (X) 

In accordance with definition of public satisfaction (X) that say 

that  public satisfaction is public perception about the performance of 

services provided, this research using perception/reality part in the 

questionnaire to meaure public satisfaction(X). Mean of public 

perception value from questionnaire  determined using formula below 

(Riduwan, 2006:102) : 

𝑥̅𝑥 =
∑𝑋𝑋
𝑁𝑁

 

Description : 𝑥̅𝑥 = Mean 

           ∑𝑋𝑋 = Total Score of Each Attribute 

N  = Total Respondents 

Furthermore, the data classified into any category of mean score in 

order to easier describe the results data.  The category of mean score 

determined using interval class length formula as follow:  

𝑃𝑃 =  
𝑅𝑅
𝐾𝐾

 

Description:  

P = class length interval 

K = class total 

R = distance between maximum score and minimum score 

The maximum score in questionnaire is 4 and the minimum score 

is 1, so the class interval length (P) is  
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𝑃𝑃 =  
4 − 1

4
= 0,75 

The category of mean score based on formula above can be seen in the 

following table: 

Table 3: The Categories of Mean Score 

No. Score Qualification Level 

1. 1,00 – 1,75 Not Satisfied 

2. 1,76 – 2,50 Less Satisfied 

3. 2,51 – 3,25 Satisfied 

4. 3,26 – 4,00 Very Satisfied 

 

2) Analysis of Quality of Service (Y) 

The measuring of quality of service (Y) using steps from servqual 

method that  compiled by Parasuraman, Zeithaml, and Berry. Here is 

how to analyze data with servqual method (Sugiyono, 2011): 

1. Sum hope value (Y) and perception (X) from each attribute, then 

count the average of Y and X using this formula: 

 𝑋𝑋� = ∑𝑋𝑋𝑋𝑋
𝑛𝑛

  𝑌𝑌� =  ∑𝑌𝑌𝑌𝑌
𝑛𝑛

 

Description:  X�  = average value of perception level 

   Y�   = average value of hope level 

              n = total respondent (sample) 

    Xi  = score of each question in hope level 

       Yi   = score of each question in hope level 
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2. Count the gaps between perception average value and hope average 

value in each attribute, with formula as follow: 

    NSi = X� − Y�  

Description: NSi = servqual value of each attributes 

 

3. Count the average from all servqual value in all variables, with 

formula as follow: 

    NSij = ∑𝑁𝑁𝑁𝑁1
𝐴𝐴

 

Description: A = amount of attributes in each variable. 

4. Count the overall servqual value then count with formula as follow: 

Q=P-E 

Description :  Q = Quality of service 

E = Customer expectations / hopes on service quality 

P = Customers perception from services they received 

5. From that results, make conclusion with provisions as follows: 

a. If servqual value is negative (Q < 0), it means that there is any 

gap between customer expectation and quality of perceived 

service. 

b. If satisfaction value > 0, it means that the quality of service is 

more than customer expectations. 
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c. If satisfaction value = 0, it means that quality of service is 

accordance with customer expectations. 

 In addition, the data collected are then tabulated in pictures, tables, and 

graphs. The graph of data usually presented to complete the descriptions in the 

form of text. The discussion of data in the figures and percentages will be 

translated descriptively. 
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CHAPTER IV 

RESEARCH RESULT AND DESCRIPTION 

 

A. General Description of Research Location 

Public Senior High School 4 is one of public senior high school in Malang 

Raya which located at North Tugu Street Number 1 Malang City. This school 

located near Public Senior High School 1 Malang, Tugu Town Square, and 

Malang City Hall. The phone number of Public Senior High School 4 Malang 

is (0341) 325267. The e-mail of Public Senior High School is 

info@sman4malang.sch.id. This school have few schools as partnership from 

abroad, such as: River Valley High School from Singapore, Nakhonsawan 

High School from Thailand, and Attarkiah Islamiah Institute from Thailand. 

This school got A accreditation from BAN-SM. This school also have 18 

schools as partnership from Indonesia.Public Senior High School 4 Malang 

have a motto,ie: STADIUM ET SAPIENTIA. These words are derived from 

Latin that means Study (Studium) and (ET) Wisdom (Sapientia). This is in 

accordance with the fact that the dominant activity in school is to learn by 

usinglogic and wise common sense.This motto often shorten as STETSA 

which also became the identity of alma mater. 

It has 3 education department which consist of Social Department, Science 

Department, and Language Department. There are 879 students which consist 

of 705 students of Mathematic and Science Department, 161 students  of 

Social Department, and 33 students of Language Department. Based on the 
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grade, the amount of first grade students is 311 students. Then, the amount of 

second grade students is 280 and the amount of third grade students is 273. In 

Public Senior High School 4 Malang, there is an acceleration class that 

consist of 15 students. The students of acceleration class only take 2 years on 

their studies in Public Senior High School 4 Malang. 

This school is leads by Drs. H. Tri Suharno, M. Pd as headmaster, Alfan 

Akbar Yusuf, M.Si as chief headmaster of student affairs, Drs. Gunarta as 

chief headmaster of curriculum, Dra. Liliek Rahayu, M. Pd as chief 

headmaster of public relations, and Hj. Indyah Kusdarini, S.Pd as chief 

headmaster of facility of infrastructures. Public Senior High School 4 has 48 

teachers, 3 janitors, 6 administration staffs, and 3 security. This school have 

visions and missions. The visions of Public Senior High School 4 Malang is 

superior in IMTAQ, science and technology, friendly to environmental, and 

grounded in the culture of the nation, as well as the highly competitive. Then, 

Public Senior High School 4 Malang also have missions that consist of 36 

missions that describe how to accomplish school’s visions. 

 

B. Data Display 

The distribution of questionnaires were conducted twice. First, there are 30 

questionnaires were distributed to 30 respondents. The results used to do 

validity test and reability test by Microsoft Excel 2007. Second, there are 110 

questionnaires were distributed and there are only 90 that meet the criteria. 

The results of validity test can be seen in the table below: 
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Table 4: The Results of Validity Test 

No. Attribute 
r count 

r table 
Validity 

Test Hope Perception 

Tangible 

1. The tidiness of the way teachers dress up 0,5596 0,606 0,3061 Valid 

2. 
The tidiness of the way educational staff 
(administration staff, security,  office 
boy) dress up 

0,5696 0,6962 0,3061 Valid 

3. School’s cleanliness and comfortability 0,6435 0,6733 0,3061 Valid 

4. 
The availability of schools infrastructures 
(classroom, library, laboratory, 
workshop) 

0,8205 0,6958 0,3061 Valid 

5. The availability of schools supporting 
facility (toilet, sport field, canteen, pray 
room, health center) 

0,7461 0,7594 0,3061 Valid 

6. The availability of learning media (LCD, 
projector, computers, book) 

0,6908 0,7082 0,3061 Valid 

7. The availability of  schools facilities 
(schools furnitures, laboratory equipment) 

0,7871 0,7671 0,3061 Valid 

Reliability 

1. The accuracy of lessons schedule 0,6624 0,7723 0,3061 Valid 

2. The accuracy of teachers arrival when 
teaching 

0,6746 0,718 0,3061 Valid 

3. 
The accuracy of services schedule from 
educational staff with the set time (school 
fee payment, school cooperation service, 
service from laboratory staff) 

0,756 0,5966 0,3061 Valid 

4. The accuracy and suitability between 
learning materials and curriculum 

0,7021 0,6045 0,3061 Valid 

Responsiveness 

1. The teachers responses when overcoming 
students difficulties in school  

0,8655 0,7018 0,3061 Valid 

2. The teachers responses to perceive 
students complains 

0,8866 0,7733 0,3061 Valid 

3. The educational staff responses to 
perceive students complains 

0,8605 0,556 0,3061 Valid 

4. The schools willingness to give 
informations for public  

0,8067 0,4919 0,3061 Valid 

5. The schools willingness to communicate 
with parents  

0,7855 0,5019 0,3061 Valid 
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Assurance 

1. The security of students in school 0,7652 0,6325 0,3061 Valid 

2. The ability and knowledge of educational 
staff when giving services  

0,7514 0,6996 0,3061 Valid 

3. The ability and knowledge of teachers 
when teaching  

0,7179 0,7649 0,3061 Valid 

4. The friendliness and politeness of 
teachers toward students  

0,8293 0,7974 0,3061 Valid 

5. The friendliness and politeness of 
educational staff toward students 

0,7625 0,8033 0,3061 Valid 

6. Schools reputation 0,8123 0,3174 0,3061 Valid 

7. The suitability between school fee and 
received services 

0,8084 0,6195 0,3061 Valid 

Empathy 

1. The attention of educational staff  to 
students 

0,8524 0,56 0,3061 Valid 

2. The attention of teachers to students 0,8884 0,6247 0,3061 Valid 

3. The willingness of educational staff to 
know about students needs  

0,8058 0,81 0,3061 Valid 

4. The willingness of teachers to know 
about students needs  

0,8329 0,6987 0,3061 Valid 

Source : Processed questionnaire data (2015) 

According to results of validity test above, all attributes in the questionnares is 

valid because r count of every attributes is more than r table. After conducted 

validity test, the realibility test is also conducted. The processed data for 

conducting reliability test can be seen in the table below: 

Table 5: The Varians Score of Questionnaire 

No. Attribute 
Varians Cell 

Hope Perception 

Tangible 

1. The tidiness of the way teachers dress up 0,31 0,39 

2. The tidiness of the way educational staff (administration staff, 
security,  office boy) dress up 

0,23 0,41 
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3. School’s cleanliness and comfortability 0,24 0,41 

4. The availability of schools infrastructures (classroom, library, 
laboratory, workshop) 

0,23 0,55 

5. The availability of schools supporting facility (toilet, sport field, 
canteen, pray room, health center) 

0,31 0,72 

6. The availability of learning media (LCD, projector, computers, 
book) 

0,24 0,48 

7. The availability of  schools facilities (schools furnitures, 
laboratory equipment) 

0,26 0,28 

Reliability 

1. The accuracy of lessons schedule 0,38 0,41 

2. The accuracy of teachers arrival when teaching 0,25 0,51 

3. 
The accuracy of services schedule from educational staff with 
the set time (school fee payment, school cooperation service, 
service from laboratory staff) 

0,25 0,39 

4. The accuracy and suitability between learning materials and 
curriculum 

0,26 0,38 

Responsiveness 

1. The teachers responses when overcoming students difficulties in 
school  

0,26 0,56 

2. The teachers responses to perceive students complains 0,26 0,53 

3. The educational staff responses to perceive students complains 0,26 0,39 

4. The schools willingness to give informations for public  0,26 0,31 

5. The schools willingness to communicate with parents  0,24 0,33 

Assurance 

1. The security of students in school 0,23 0,37 

2. The ability and knowledge of educational staff when giving 
services  

0,23 0,27 

3. The ability and knowledge of teachers when teaching  0,24 0,33 

4. The friendliness and politeness of teachers toward students  0,25 0,49 

5. The friendliness and politeness of educational staff toward 
students 

0,25 0,55 

6. Schools reputation 0,22 0,26 

7. The suitability between school fee and received services 0,26 0,59 

Empathy 
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1. The attention of educational staff  to students 0,26 0,37 

2. The attention of teachers to students 0,25 0,34 

3. The willingness of educational staff to know about students 
needs  

0,24 0,41 

4. The willingness of teachers to know about students needs  0,24 0,38 

Total of Varians Cell 6,90 11,42 

Varians Total  108,19 136,97 

Source: Processed Questionnaire Data (2015) 

After got the data above, then reliability testwas performed by usingAlpha 

Cronbach. Alpha Cronbach coefficient of hope is 0,97 and Alpha Cronbach 

coefficient for perception is 0,95 that means this questionnaire is reliable. 

 

1. Public Satisfaction (X) 

To determine the public satisfaction, there are 5 servqual 

dimensions that used in this research, such as: (a) tangible, (b) reliability, 

(c) responsiveness, (d) assurance, and (e) empathy.  

a) Tangible 

There are 7 attributes that used in tangible dimension.  Based on 

data analysis, in accordance with qualification level, the data can be 

seen in Table 6 and Figure 1. 
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Table 6: The Description of Attributes in Tangible Dimension 

No. Attributes Score 
Maximum 

Score 

Qualification 

Level 

Score 

Percentage 

(%) 

1. The tidiness of the way teachers 
dress up 

3,31 4 Very Satisfied 82,77% 

2. 
The tidiness of the way educational 
staff (administration staff, security,  
office boy) dress up  

3,17 4 Satisfied 79,17% 

3. School’s cleanliness and 
comfortability 

3,19 4 Satisfied 79,72 % 

4. 
The availability of schools 
infrastructures (classroom, library, 
laboratory, workshop) 

3,34 4 Very Satisfied 83,61% 

5. 
The availability of schools 
supporting facility (toilet, sport 
field, canteen, pray room, health 
center) 

3,28 4 Very Satisfied 81,94 % 

6. The availability of learning media 
(LCD, projector, computers, book) 

3,28 4 Very Satisfied 81,94 % 

7. 
The availability of  schools 
facilities (schools furnitures, 
laboratory equipment) 

3,33 4 Very Satisfied 83,33% 

Mean Tangible 3,27 
Qualification Level Very Satisfied 
Tangible Percentage(%) 81,78% 
Source: Processed Questionnaire Data (2015) 
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Figure 1: The Public Satisfaction Toward Tangible Dimension. 

From table 6 and figure 1, we got data results with details below: 

(1) The tidiness of the way teachers dress up got 3,31 score and 

qualified as very satisfying with percentage 82,77%, (2) The tidiness 

of the way educational staff (administration staff, security,office boy) 

dress up got score 3,17 and qualified as satisfying with percentage 

79,17%, (3) School’s cleanliness and comfortability got score 79,72 

and qualified as satisfying with percentage 79,72%, (4) The 

availability of schools infrastructures (classroom, library, laboratory, 

workshop) got score 3,34 and qualified as very satisfying with 

percentage 83,61%, (5) The availability of schools supporting facility 

(toilet, sportfield, canteen, pray room, health center) got score 3,28 

and qualified as very satisfying with percentage 81,94%, (6) The 

availability of learning media (LCD, projector, computers, book) got 

score 3,28 and qualified as very satisfying with percentage 81,94%, 
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and (7) The availability of  schools facilities (schools furnitures, 

laboratory equipment) got score 3,33 and qualified as very satisfying 

with percentage 83,33%. Based on mean score, tangible got 3,27 and 

qualified as very satisfying with percentage 81,78%. 

 

b) Reliability 

There are 4 attributes that used in reliability dimension.  Based on 

data analysis, in accordance with qualification level, the data can be 

seen in Table 7 and Figure 2. 

Table 7: The Description of Attributes in ReliabilityDimension 

No. Attributes Score 
Maximum 

Score 

Qualification 

Level 

Score 

Percentage 

(%) 

1. The accuracy of lessons schedule 3,14 4 Satisfied 78,61% 

2. The accuracy of teachers arrival 
when teaching 

3,06 4 Satisfied 76,39% 

3. 

The accuracy of services schedule 
from educational staff with the set 
time (school fee payment, school 
cooperation service, service from 
laboratory staff) 

3,21 4 Satisfied 80,28% 

4. 
The accuracy and suitability 
between learning materials and 
curriculum 

3,20 4 Satisfied 80 

Mean Realiability 3,15 

Qualification Level Satisfied 

Reliability Percentage (%) 78,82% 

Source: Processed Questionnaire Data (2015) 
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Figure 2: The Public Satisfaction Toward Reliability Dimension 

From table 7 and figure 2, we got data results with details below: 

(1) The accuracy of lessons schedule got score 3,14 and qualified as 

satisfying with percentage 78,61%, (2) The accuracy of teachers 

arrival when teaching got score 3,06 and qualified as satisfying with 

percentage 76,39%, (3) The accuracy of services schedule from 

educational staff with the set time (school fee payment, school 

cooperation service, service from laboratory staff) got score 3,21 and 

qualified as satisfying with percentage 80,28%, and (4) The accuracy 

and suitability between learning materials and curriculum got score 

3,20 and qualified as satisfying with percentage 80%. Based on mean 

score, reliability got 3,15 and qualified as satisfying with percentage 

78,82%. 
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c) Responsiveness 

There are 5 attributes that used in responsiveness dimension.  

Based on data analysis, in accordance with qualification level, the data 

can be seen in Table 8 and Figure 3. 

Table 8: The Description of Attributes in ResponsivenessDimension 

No. Attributes Score 
Maximum 

Score 

Qualification 

Level 

Score 

Percentage (%) 

1. 
The teachers responses when 
overcoming students difficulties in 
school  

3,03 4 Satisfied 75,84% 

2. The teachers responses to perceive 
students complains 

2,92 4 Satisfied 73,06% 

3. The educational staff responses to 
perceive students complains 

2,97 4 Satisfied 74,17% 

4. The schools willingness to give 
informations for public  

3,16 4 Satisfied 78,89% 

5. The schools willingness to 
communicate with parents  

3,24 4 Satisfied 81,11% 

Mean Responsiveness 3,06 

Qualification Level Satisfied 

Responsiveness Percentage (%) 76,61% 

Source: Processed Questionnaire Data (2015) 

 
Figure 3: The Public Satisfaction Toward Responsiveness Dimension 
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From table 8 and figure3, we got data results with details below: 

(1) The teachers responses when overcoming students difficulties in 

school got score 3,03 and qualified as sastisfying with percentage 

75,83%, (2)The teachers responses to perceive students complainsgot 

score 2,92 and qualified as satisfying with percentage 73,06%, (3) The 

educational staff responses to perceive students complainsgot score 

2,97 and qualified as satisfying with percentage 74,17%, (4) The 

schools willingness to give information for public got score 3,16 and 

qualified as satisfying with percentage 78,88%, and (5) The schools 

willingness to communicate with parents got score 3,24 and qualified 

as satisfying with percentage 81,11%. Based on mean score, 

responsiveness got 3,06 and qualified as satisfying with percentage 

76,61%. 

 

d) Assurance 

There are 7 attributes that used in assurance dimension.  Based on 

data analysis, the results data can be seen in Table 9 and Figure 4.  

Table 9: The Description of Attributes in Assurance Dimension 

No. Attributes Score Maximum 
Score 

Qualification 
Level 

Score 
Percentage (%) 

1. The security of students in school 3,29 4 Very Satisfied 82,22% 

2. 
The ability and knowledge of 
educational staff when giving 
services 

3,17 4 Satisfied 79,17% 
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3. The ability and knowledge of 
teachers when teaching 3,27 4 Very Satisfied 81,67% 

4. The friendliness and politeness of 
teachers toward students 3,21 4 Satisfied 80,28% 

5. The friendliness and politeness of 
educational staff toward students 3,16 4 Satisfied 78,89% 

6. Schools reputation 3,47 4 Very Satisfied 86,67% 

7. The suitability between school fee 
and received services 3,22 4 Satisfied 80,56% 

Mean Assurance 3,25 

Qualification Level Satisfied 

Assurance Percentage (%) 81,35% 

Source: Processed Questionnaire Data (2015) 

 

Figure 4: The Public Satisfaction Toward Assurance Dimension 

From table 9 and figure4, we got data results with details below: 

(1) The security of students in schoolgot score 3,29 and qualified as 

very satisfying with percentage 82,22%, (2) The ability and 

knowledge of educational staff when giving services got score 3,17 

1

1.75

2.5

3.25

4

1 2 3 4 5 6 7

Public Satisfaction Toward Assurance Dimension
The security of students in 
school
The ability and knowledge of 
educational staff when giving 
services
The ability and knowledge of 
teachers when teaching
The friendliness and 
politeness of teachers toward 
students
The friendliness and 
politeness of educational staff 
toward students
Schools reputation
The suitability between 
school fee and received 
services

1

2

3

4

5

6
7

ve
ry

 sa
tis

fie
d

ve
ry

 sa
tis

fie
d

ve
ry

 sa
tis

fie
d

sa
tis

fie
d

sa
tis

fie
d

sa
tis

fie
d

sa
tis

fie
d



 

55 
 

and qualified as satisfying with percentage 79,17%, (3) The ability 

and knowledge of teachers when teachinggot score 3,27 and qualified 

as very satisfying with percentage 81,67%, (4) The friendliness and 

politeness of teachers toward studentsgot score 3,21 and qualified as 

satisfying with percentage 80,28%, (5) The friendliness and politeness 

of educational staff toward studentsgot score 3,16 and qualified as 

satisfying with percentage 78,89%, (6) Schools reputationgot score 

3,47 and qualified as very satisfying with percentage 86,67%, and (7) 

The suitability between school fee and received servicesgot score 3,22 

and qualified as satisfying with percentage 80,56%. Based on mean 

score, assurance got 3,25 and qualified as satisfying with percentage 

81,35%. 

 

e) Empathy 

There are 4 attributes that used in empathy dimension.  Based on 

data analysis, in accordance with qualification level, the data can be 

seen in Table 10 and Figure 5.  

Table 10: The Description of Attributes in Empathy Dimension 

No. Attributes Score 
Maximum 

Score 

Qualification 

Level 

Score 

Percentage (%) 

1. The attention of educational staff  
to students 

3,06 4 Satisfied 76,39% 

2. The attention of teachers to students 3,21 4 Satisfied 80,28% 

3. The willingness of educational staff 
to know about students needs  

3,08 4 Satisfied 76,95% 
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4. The willingness of teachers to know 
about students needs  

3,09 4 Satisfied 77,22% 

Mean Empathy 3,11 

Qualification Level Satisfied 

Empathy Percentage (%) 77,71% 

Source: Processed Questionnaire Data (2015) 

 

Figure 5: The Public Satisfaction Toward Empathy Dimension 

From table 10 and figure5, we got data results with details below: 

(1) The attention of educational staff  to studentsgot score 3,06 and 

qualified as satisfying with percentage 76,39%, (2) The attention of 

teachers to studentsgot score 3,21 and qualified as satisfying with 

percentage 80,28%, (3) The willingness of educational staff to know 

about students needs got score 3,08 and qualified as satisfying with 

percentage 76,95%, and (4) The willingness of teachers to know about 

students needs got score 3,09 and qualified as satisfying with 

percentage 77,22%. Based on mean score, empathy got 3,11 and 

qualified as satisfying with percentage 77,71%. 
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2. Quality of Service (Y) 

The measuring of quality of service (Y) using steps from servqual 

method by comparing hope value with perception value. The 

measurement results of hope value, perception value, and average of each 

attributes can be seen in the table below. 

Table 11: The Average of Hope and Perception Value of Each Attributes 

No. Attribute Hope 
Value 

Average 
of Hope 
Value 

Perception 
Value 

Average 
of 

Perception 
Value 

Servqual 
Value 

Tangible 

1. 
The tidiness of the way teachers 
dress up 300 3,33 298 3,31 -0,02 

2. 

The tidiness of the way 
educational staff 
(administration staff, security,  
office boy) dress up 

290 3,22 285 3,17 -0,06 

3. 
School’s cleanliness and 
comfortability 326 3,62 287 3,19 -0,43 

4. 
The availability of schools 
infrastructures (classroom, 
library, laboratory, workshop) 

331 3,68 301 3,34 -0,33 

5. 
The availability of schools 
supporting facility (toilet, sport 
field, canteen, pray room, 
health center) 

330 3,67 295 3,28 -0,38 

6. 
The availability of learning 
media (LCD, projector, 
computers, book) 

324 3,6 295 3,28 -0,32 

7. 
The availability of  schools 
facilities (schools furnitures, 
laboratory equipment) 

324 3,6 300 3,33 -0,27 

Reliability 

1. 
The accuracy of lessons 
schedule 315 3,5 283 3,14 -0,36 

2. 
The accuracy of teachers arrival 
when teaching 319 3,54 275 3,06 -0,49 

3. 

The accuracy of services 
schedule from educational staff 
with the set time (school fee 
payment, school cooperation 
service, service from laboratory 
staff) 

311 3,46 289 3,21 -0,24 
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4. 
The accuracy and suitability 
between learning materials and 
curriculum 

316 3,51 288 3,2 -0,31 

Responsiveness 

1. 
The teachers responses when 
overcoming students difficulties 
in school  

323 3,59 273 3,03 -0,56 

2. 
The teachers responses to 
perceive students complains 322 3,58 263 2,92 -0,66 

3. 
The educational staff responses 
to perceive students complains 319 3,54  267 2,97 -0,58 

4. 
The schools willingness to give 
informations for public  320 3,56 284 3,16 -0,4 

5. 
The schools willingness to 
communicate with parents  320 3,56 292 3,24 -0,31 

Assurance 
1. 

The security of students in 
school 327 3,63 296 3,29 -0,34 

2. 
The ability and knowledge of 
educational staff when giving 
services 

318 3,53 285 3,17 -0,37 

3. 
The ability and knowledge of 
teachers when teaching 330 3,67 294 3,27 -0,4 

4. 
The friendliness and politeness 
of teachers toward students 322 3,58 289 3,21 -0,37 

5. 
The friendliness and politeness 
of educational staff toward 
students 

315 3,5 284 3,16 -0,34 

6. Schools reputation 331 3,68 312 3,47 -0,21 
7. 

The suitability between school 
fee and received services 319 3,54 290 3,22 -0,32 

Empathy 
1. The attention of educational 

staff  to students 309 3,43 275 3,05 -0,38 

2. The attention of teachers to 
students 319 3,54 289 3,21 -0,33 

3. 
The willingness of educational 
staff to know about students 
needs  

313 3,48 277 3,08 -0,4 

4. The willingness of teachers to 
know about students needs  317 3,52 278 3,09 -0,43 

Source: Processed Questionnaire Data (2015) 
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After knew the average of hope and perception value of each 

attributes, here is the table of average of hope and perception value of 

each dimensions: 

Table 12: The Average of Hope and Perception Value of Each Dimension 

No. Dimension Hope 
Value 

Average 
of Hope 
Value 

Perception 
Value 

Average of 
Perception 

Value 

Servqual 
Value 

1. Tangible 2225 3,53 2061 3,27 -0,26 

2. Reliability 1261 3,50 1135 3,15 -0,35 

3. Responsiveness 1604 3,56 1379 3,06 -0,5 

4. Assurance 2262 3,59 2050 3,25 -0,34 

5. Empathy 1258 3,49 1119 3,10 -0,39 

All Dimension 8610 3,54   7744 3,17 -0,37 

Source: Processed Questionnaire Data (2015) 

From table 12, it can be seen that all dimensions of service quality 

are got negative servqual value: (1) Tangible got -0,26 as servqual 

value, (2) Reliability got -0,35 as servqual value, (3) Responsiveness 

got -0,5 as servqual value, (4) Assurance got -0,34 as servqual value, 

and (5) Empathy got -0,39 as servqual value. Servqual rate of all 

dimensions (overall service quality) is -0,37.  

C. Analysis and Interpretation 

Analysis and interpretation from this research for giving image of research 

result specificly in accordance with theories and relevant concept. 

1. Public Satisfaction (X) 

In 5 servqual dimensions that used in this research, tangible 

dimensions is qualified as very satisfying with score 3,27. The other 
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dimensions (reliability, responsiveness, assurance, empathy) are qualified 

as satisfying with satisfaction value in this row 3,15; 3,06; 3,25; 3,10.  

a) Tangible 

Public satisfaction toward tangible dimension is qualified as very 

satisfying. Five of eight attributes are qualified as very satisfying, and 

the other two are qualified as satisfying. The first attributes that 

qualified as very satisfying is “theavailability of schools 

infrastructures (classroom, library,laboratory, workshop)” attribute. 

This attributes got score 3,34 and that is the highest score among other 

attributes in the tangible dimension. Public Senior High School 4 

Malang have 27 classrooms, a multimedia library, a counseling room, 

a physical laboratory, a biology laboratory, a chemical laboratory, a 

computer laboratory, and a language laboratory that very proper to use 

as learning places. Each classroom width is 30 m2 and that is 

accordance with Education Minister Regulation Number 24 in 2007 

About General School and Islamic School Facilities and 

Infrastructure. Each classrooms, library, laboratories, and other rooms 

have multiple windows that provide enough lighting for students to 

read the books. The windows also provide outside view. Beside 

windows, every rooms also have good ventilations that makes every 

rooms have good air regulation. Every rooms also have a suffiecient 

door that can be used immediately in the hurry situation and the door 
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can be locked. Each room also have good lighting that come from 

lamps and windows. 

 
Figure 6: Chemical Laboratory 

 

 
Figure 7: Classroom 

 

 
Figure 8: Language Laboratory 
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The second attributes that qualified as very satisfying is “the 

availability of  schools facilities (schools furnitures, laboratory 

equipment)” attribute. This attributes got score 3,33 and this attributes 

got the second highest score among other attributes in the tangible 

dimension. Every classrooms in Public Senior High School 4 Malang 

are fully furnished with proper furnitures such as chairs, tables, 

teacher’s chair, teacher’s table, cabinets, etc. There are two kind of 

tables and chairs that used in Public Senior High School 4 Malang. 

First is made from woods and second is made from wood and 

aluminum. All tables can be used by one person only, but this table 

can be merged with another table.  

 

 
Figure 9: Tables and chairs for students 
 

 The laboratory also have complete equipment that makes student 

do lab work easily. Beside that, there are also few benches in front of 

classrooms. 
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Figure 10: Cabinets in the sains laboratory that also used as tables 

 

 
Figure 11: Benches in front of classrooms 

 
The third attributes that qualified as very satisfying is “the tidiness 

of the way teachers dress up” attribute. This attributes got score 3,31 

that place this attributes into third highest scores in the tangible 

dimension. From the research results that was conducted in Public 

Senior High School 4 Malang, all the teachers wear uniform that has 

been scheduled in Regulation of Ministry of Home Affairs Number 68 

Year 2015. It is combined with formal shoes in dark color like dark 
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brown and black. Within the uniform and shoes, all the teachers look 

tidy. 

 
Figure 12: The appearance of teachers 

 
The fourth attributes that qualified as very satisfying is “the 

availability of schools supporting facility (toilet, sportfield, 

canteen,pray room, health center)” attributes. This attributes got score 

3,28 that make this attributes placed in fourth highest score in tangible 

dimensions. Public Senior High School 4 Malang has a complete 

supporting facility. There are 6 toilets for boys, 8 toilets for girls, and 

2 toilet for teachers. Every toilet furnished with a water closet (some 

use squat toilets and some us sitting toilets), a wall rack, a water 

dipper, and a bucket. There are wastafels, trash bins, and a giant 

mirror in front of toilets. 
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Figure 13: Toilets for girls 

 

 

Figure 14: Inside the toilets 

 

Besides that, Public Senior High School 4 Malang have 2 

sportfields, a canteen, a medium mosque that have separated wudhu 

places for boys and girls, a student cooperation, parking lots for 

students, parking lots for teacher and educational staffs, and a health 

center. The sportfields are can be used as basketball court, volleyball 

court, soccer field, and futsal field. The sportfields also can be used as 

ceremony places and training place for cheerleader and modern dance 

club. 
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Figure 15: Mosque/pray room 

 

 
Figure 16: Sportfield that used as ceremony places 

 

 
Figure 17: Parking lots for students 
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Figure 18: Parking lots for teachers and educational staffs 

 

Public Senior High School 4 Malang have a student cooperation 

that sell students needs, such as: stationery, food, beverage, and 

another school equipment. Beside student cooperation, there are 

another place that sell food and beverage for school society namely 

canteen. There are canteen located in the northwestern side of school, 

different from cooperation that located in northeast side of school. 

There are three stand in the canteen of Public Senior High School 4 

Malang that sell various kind of food and beverages. Public Senior 

High School4 Malang also have some gardens, 1 rooftop garden, and 

1 monument with a fishpond. Each garden has a multifunction gazebo. 
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Figure 19: Student Cooperation 

 

 
Figure 20: Canteen 

 

 
Figure 21: Gazebo in the middle of school 
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Figure 22: Rooftop garden 

 

 
Figure 23: Monument and fish pond 

 
The last attributes that qualified as very satisfying is “the 

availability of learning media (LCDprojector, computers, book)” 

attributes that got score 3,28.Public Senior High School 4 Malang 

provide a complete learning media. Every classrooms have an LCD 

projector, a reflector, and whiteboards. The whiteboard already meet 

the standards with a ratio of 1 to 2 pieces in each room. The 

whiteboard placed in front of the room, this is in accordance with 

National Education Minister Regulation Number 40 of 2008 that says 
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the whiteboard must be placed in the ideal position which enables all 

students to see it clearly. In addition to the whiteboard, projector and 

reflector is also placed in the ideal place, so the projector can display 

sharp and clear images . 

 

 
Figure 24: The placement of whiteboards, projector, and reflector 

 
This school also have a computer/multimedia laboratory that have 

40 computers. With the average student from 32 to 37 students each 

class, it can be sure that each student can use a computer without 

sharing with other students. This school provide schoolbooks from 

government to be borrowed by students, so students don’t need to buy 

schoolbooks. Beside that, this school have a library that provide 

enrichment book such as fiction and non-fiction books, reference 

books such as dictionary and regulation books, magazines, newspaper, 

learning CD, and visual aids. 
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Figure 25: Computer laboratory 

 
The first attributes that qualified as satisfying is “school’s 

cleanliness and comfortability”. This attributes got score 3,19 and 

placed in sixth rank in tangible dimension. Public Senior High School 

4 Malang have a lot of trash bin that located in strategic places that 

make it easier to find. Beside that, Public Senior High School 4 

Malang have 3 janitors that always ready to clean school areas. That’s 

why there is no scattered trash around the school.  

 

 
Figure 26: Trash bins around men’s toilets 
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Usually the dirtiest part of school is toilets, but the toilets in Public 

Senior High School is really clean and there is no unpleasant smell. 

Beside that, Public Senior High School 4 Malang also have good 

sanitation. There are lot of clean water pipes, sewer, and rainwater 

drainage. Based on Education Minister Regulation Number 24 in 2007 

About General School and Islamic School Facilities and 

Infrastructure, school comfortability is determined by the ability of 

school buildings to reduce vibration and disturbing noise, good 

ventilation systems, good lighting, and the existence of stairs for 

multi-storey buildings that consider the convenience, security, and 

safety of users. Classrooms at Public Senior High School 4 Malang is 

located in a place away from the noise source, for example canteen, 

sports fields, roads and parking lot. Every room in Public Senior High 

School 4 Malang have good ventilation and good lighting. Public 

Senior High School 4 Malang also have lots of stairs which can 

accommodate students well. With the fulfillment of the indicators of 

comfort above, students of Public Senior High School 4 Malang will 

feel comfortable when they are in school. 

. The last attributes that qualified as satisfying are “the tidiness of 

the way educational staff (administration staff, security,office boy) 

dress up”. This attributes got score 3,17 and this attributes is the least 

rank in tangible dimension. Public Senior High School 4 Malang have 

3 janitors that always ready to clean the school especially the dirty 
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spot everyday, 6 administration staff to serve in the administrative 

field, and 3 security that always ready to secure the school areas. The 

administration staff wear uniformthat has been scheduled in 

Regulation of Ministry of Home Affairs Number 68 Year 2015. The 

security wear security uniform and the janitors use janitors uniform. 

 

b) Reliability 

Public satisfaction toward reliability is qualified as satisfying. All 

attributes of reliability dimension are qualified as satisfying. The first 

attributes that qualified as satisfying is “the accuracy of services 

schedule from educational staff with the set time (school fee payment, 

school cooperation service, service from laboratory staff)”. This 

attributes got score 3,21 and this is the highest score in reliability 

dimension. Based on the research that have been held, the service time 

from educational staffs is in accordance with the setted schedule. 

Payment of school fees served by administrative staff in the 

administration offices from at 08.00 to 14.00 in Monday until 

Thursday, while on Friday and Saturday at 08:00 to 11:00. Services in 

the student cooperation, library, and canteen also start at 08.00 and 

end at 14.00 in Monday until Thursday, while on Friday and Saturday 

start at 08.00 and end at 11.00. The schedules are valid and can not be 

changed. Services by laboratory staff conducted in accordance with 
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lesson schedule that has been determined and can be replaced with 

prior coordination with the laboratory staff. 

The second attributes in reliability dimension that qualified as 

satisfying is “the accuracy and suitability between learning materials 

and curriculum” with score 3,20. This attributes is the second highest 

score in reliability dimension. In Public Senior High School 4 Malang, 

each learning materials that will be presented by the teachers to 

students are in accordance with the syllabus and learning 

implementation plan that was designed before the school year begins. 

In addition, learning materials are adjusted to the basic competencies 

that must be achieved by students. So the material that presented by 

teachers in accordance with the school curriculum. 

The third attributes that qualified as satisfying is “the accuracy of 

lessons schedule”. This attributes got score 3,14 and placed in the 

third place in reliability dimension. Based on the research that have 

been held, the accuracy of lessons schedule is good. Lessons are 

conducted always on schedule, sudden change of the schedule never 

happened. When the teacher can not come to teach, lessons still be 

conducted by substitute teacher.In addition, Senior High School 4 

Malang use moving class system, so each lesson schedule should be 

done according to the schedule due to the need to occupy the class that 

corresponds to these subjects 
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The last attributes that qualified as satisfying is “the accuracy of 

teachers arrival when teaching” that got score 3,06. Based on the 

research that have been held, teachers are come on time when its time 

to teach. Teachers is rarely late. This is due to a reprimand and 

sanctions from the school to the teacher who do not arrive on time. 

This sanctions are given because when there are teachers who are late, 

then it is same with them disrupt an educational system and worsen 

the quality of education. 

 

c) Responsiveness 

Public satisfaction toward responsiveness is qualified as satisfying 

with score 3,06. All attributes of responsiveness dimension are 

qualified as satisfying. “The school’s willingness to communicate 

with parents” is the attributes that got highest score in responsiveness 

dimension. The score is 3,24. The schools is willing to communicate 

with parents both face to face or through the media of communication. 

Senior High School 4 Malang hold meetings with the parents as many 

as 2 times a year through the distribution of report cards, so it is 

certain that in one school year the schools communicate directly with 

parents / guardians of students as many as two times each year. In 

addition, the school also invited parents of students who have 

problems in school to come or even in some circumstances the school 

will do a home visit to the student house. The teachers also did not 
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hesitate in providing fair and objective information about the 

condition, development, and progress of students in the educational 

process. These things are the effort of teachers and schools in 

developing cooperative relations effectively and efficiently with the 

parents / guardians of students in the educational process. 

“The school’s willingness to give informations for public” attribute 

got score 3,16 and this attributes is the second highest score in 

responsiveness dimension. Based on the research, Public Senior High 

School 4 Malang have high willingness to give information for public. 

This is proven by the existence of a Senior Public High School 4 

Malangwebsite named www.sman4malang.sch.id. This website 

contains information and news about things that happened in Public 

Senior High School 4 Malang. The website is regularly updated by the 

ICTCenter (Information and Communication Technologies Center). 

Besides a website, Public Senior High School 4 also have a facebook 

account named SMA Negeri 4 Malang and a twitter account named @ 

sman4mlg that provide informationroutinely, whether it is information 

about the activities at Public Senior High School 4 Malang or the 

registration information, acceptance of new students, and also another 

informations. In addition, Public Senior High School 4 Malang also 

has a telephone line that can be contacted by anyone who wants 

information from Public Senior High School 4 Malang. 



 

77 
 

The attribute that got third places in responsiveness dimension is 

“the teachers responses when overcoming students difficulties in 

school” attribute. This attribute got score 3,03 that means public 

satisfied with this attribute.Students feel that teachers already have a 

good responsiveness to respond to adversity students in schools 

particularly those associated with learning difficulties. In the 

operational value of teachers stated that teachers should devote his 

professional efforts to help learners. Teachersare not only obliged to 

respond, but teachers should also help students to overcome these 

difficulties and that is done by teachers at Public Senior High School 4 

Malang.In addition, Public Senior High School 4 Malang have three 

counseling teacher that will give attention in the form of counseling 

and help students in facing and overcoming their difficulties. 

Counseling activity can be done in the classroom and outside the 

classroom. This school provides counseling rooms which can be used 

as a place consultation between teachers and students to solve 

problems and difficulties students. Counseling activity can be done 

individually and collectively.The problem solving mechanisms that 

conducted by the counseling teacher in counseling services to 

students, including the identification step, data collection step, 

analysis, diagnosis, prognosis, treatment, evaluation, and follow-up 

services. 



 

78 
 

The fourth attributes that qualified as satisfying is “the educational 

staff responses to perceive students complains”. This attribute got 

score 2,97. The students feel that educational staffs have good 

responsiveness according to their response to complaints from 

students. In addition, the educational staff also have good 

responsiveness according to their response to complaints from 

student’s parents. In the principles of public service mentioned that 

public service providers are expected to have responsibility for 

delivering services, problem and complaint solving in public service 

performances. As a provider of public services, educational staffs are 

expected to perform these public service principles constantly. 

The last attributes that qualified as satisfying in responsiveness 

dimension is “the teachers responses to perceive students complains”. 

This attributes got 2,92. The teachers at Senior High School 4 Malang 

have the willingness to listen to the students complaints. Besides the 

willingness to listen the complaints, the teacher also have good 

responsiveness in terms of response to students complaints, so 

students feel satisfied and helped. According to the teacher code of 

ethics, the teacher is required to try to create, maintain, and develop an 

atmosphere of a pleasant school as a learning environment 

continuously. If teachers responded well to complaints of students, 

then the same thing with teachers implementing teacher’s code of 

conduct. In addition, teachers as public service providers must obey to 
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the principle of public service that requires each public service 

providers have responsibility for delivering services, problem solving, 

and complaint solving in public service performances. 

 

d) Assurance 

Public satisfaction toward assurance dimension is qualified as 

satisfying with score 3,25. In this dimension, 3 of 7 attributes qualified 

as very satisfying and the others attributes qualified as satisfying.  

First attributes that qualified as very satisfying  is “School reputation” 

attribute with score 3,47. This score is the highest score in this 

dimension, that means the “school reputation” attributes is the most 

satisfying attributes in assurance dimension. Public Senior High 

School 4 Malang have very good reputation. This school got A 

accreditation and also counted as third most favourites and superior 

school based on public opinion. This is proven by the large number of 

applicants who want to study in Public Senior High School 4 Malang 

in each new school year. In accordance with the data of  PPDB 

(Admission of Students New) Malang City, in last 5 years the number 

of applicants in Public Senior High School 4 Malang about 1300 

students, while Public Senior High School 4 Malang only able to 

accept 280 students in each year. The good reputation of the school is 

always maintained because there is no bad news or cases that involve 

Public Senior High School 4 Malang. 
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The second attributes that qualified as very satisfying is “The 

security of students in school” that got score 3,29. This attributes is 

the second highest score in assurance dimension. Public Senior High 

School 4 Malang is located at North Tugu Street Number 1 Malang 

City. This area is away from danger potentials that threatens the health 

and safety of lives as claimed by the National Education Ministry 

Regulation Number 24 of 2007 about the standard of facilities and 

infrastructure. Beside that, this area is away from rivers border line 

and railway track. This area is also freed from water pollution, air 

pollution, and noisiness.  Public Senior High School 4 Malang is 

equipped with lightning arrestor. But school have no passive-active 

protection to prevent and suppress fires. This school also does not 

have an evacuation route towards fire and other disasters as outlined 

in National Education Ministry Regulation No. 24 Year 2007. 

The last attributes that qualified as very satisfying in assurance 

dimension is “The ability and knowledge of teachers when teaching” 

attribute. This attribute got score 3,27 and placed in the third highest 

score in assurance dimension. Based on research, students feel that 

teachers have ability to teach. Every teacher in Senior High School 4 

Malang have teaching certificate from the government that obtained 

after completion of professional training as a teacher, so it is certain 

that teachers have ability to teach. Teachers have been carried out the 

competency of teachers tests, teacher performance assessment, and 
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ongoing professional development activities. In addition, teachers 

have ensured take S1 / D4 in fields that relevant to the subjects they 

teach so they are certainly have good knowledge in that field. 

The first attribute in assurance dimension that qualified as 

satisfying is “the suitability between school’s fee and received 

services”.Students of Public Senior High School 4 Malang pay 

200,000 rupiah per month as school fees. Most students and parents 

assess these costs is in accordance with the services provided by the 

school. The school fees also in accordance with the facilities and 

infrastructure that provided by the school to support the educational 

process. Despite that, there are also some students and parents who 

objected to the amount of this fees. To handle this, Public Senior High 

School 4 Malang give fee waivers or even exempt the fees from the 

students that have disadvantaged in economic conditions. In 

accordance with Government Regulation Number 48 of 2008 Article 

55, schools should involve parents in determining the amount of 

development education donations or better known under the name of 

SPP in Indonesia. In addition, the amount of development education 

donations should not be binding and depend on the capability of 

parents. 

The second attribute that qualified as satisfying is “the friendliness 

and politeness of teachers toward students”. Teachers at Senior High 

School 4 Malang is friendly and polite towards students. This is in 
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accordance with the operational value relationship between teachers 

and students that said, "The teacher must uphold the dignity, integrity, 

and do not ever degrading their students". In addition, it is also in 

accordance with theteachers code of conduct which require teachers to 

build relationships with students which is based on compassion and 

refrain from acts of physical violence beyond the bounds of education 

rules. 

The third attribute that qualified as satisfying is “the ability and 

knowledge of educational staff when giving service”. Decree of 

Ministry of State Apparatus Reforms No.63 of 2003 stated that every 

public servants must have ability, skill, attitude, and behavior that 

needed in their jobs and so do the educational staff in Public Senior 

High School 4 Malang. The educational staff here is included in the 

public servants category. The educational staff here have ability, skill, 

and knowledge to do their jobs, and that’s make students satisfied with 

their jobs. The educational staffs here have followed the educational 

staff performance assessment programand follow the ongoing 

professional development programs to ensure their ability to serve 

students and parents. 

The last attribute in assurance dimension that qualified as 

satisfying is “the friendliness and politeness of educational staff 

toward students”. In the Decree of Ministry of State Apparatus 

Reforms No.63 of 2003 stated that one of public service principles is 
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the disciplinary, friendliness, and politeness of public servants. The 

public servants must have good disciplinary. Beside that, public 

servants must be friendly and polite when giving services. The 

educational staff in Public Senior High School 4 Malang have good 

friendliness and politeness that makes students as service recipients 

feel satisfied. 

 

e) Empathy 

Public satisfaction toward empathy dimension is qualified as 

satisfying with score 3,09. In this dimension, all attributes are 

qualified as satisfying. The first attributes that qualified as satisfying 

is “the attention of teachers to students” attributes. This attribute got 

score 3,21 and this is the highest score in empathy dimension. In the 

operational relationship value between teachers and students 

mentioned that teachers must devote their professional efforts to assist 

students in developing their overall personality, including his ability to 

work. In addition, when teachers pay attention to their students, the 

teacher can understand the characteristics of students, both regarding 

with learning skills or students personality. Teachers at Public Senior 

High School 4 Malang have been do the things above, so they arises 

sense of satisfaction from students towards this attribute. 

The second attributes that qualified as satisfying is “the willingness 

of teachers to know about student needs” attributes. This attribute got 
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score 3,09 and this is the second highest score in empathy dimension. 

In the operational value the relationship between teachers and learners 

mentioned that each teacher should collect information about students 

to the interests of the educational process. Without the willingness is 

great, the teacher will be difficult to dig up information about 

students . In the standard of competence of subject teachers in SMA / 

MA, the competency of teachers in mastering the characteristics of 

students from the physical aspects, moral, spiritual, social, socio-

cultural background, social-emotional, and intellectual is a core 

competency of teachers that must be mastered. Teachers should not 

equate all their students because each students  has a distinct 

uniqueness and at the same time different capabilities. By studying 

and understanding the students , teachers at Senior High School 4 

Malang discerning every needs of each students  and teachers can find 

out how tofulfill those needs, so student potential and students 

personality will develop optimally. 

The third attributes that qualified as satisfying is “the willingness 

of educational staff to know about student needs” attributes. This 

attribute got score 3,08. Educational staff is the unseparated part of 

educational part. Educational staffs should try to create, maintain, and 

develop an atmosphere of a pleasant school as an effective and 

efficient learning environment for students. Educational staffs in 

Public Senior High School 4 Malang do their main duty and main 
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function without ignore student’s desire and student’s need as service 

recipients. Beside understanding student’s desires and student’s 

needs,educational staffs also understanding parent’s desire and 

parent’s needs (especially educational staff in administrative field).  

The last attribute in empathy dimension that qualified as satisfying 

is ““the attention of educational staffs to students”. In carrying out 

their duties, educational staffs in Public Senior High School 4 Malang 

give services with full of attention, so the educational staffs can give 

services in accordance with student’s need and it’s make students 

satisfaction appeared. With the involvement of individual attention 

from service provider, the service will run smoothly from the 

beginning until the end of services (Parasuraman et al, 1985) as cited 

in Pasolong (2007:134).  

 

2. Quality of Service (Y) 

From the measurement of quality of service (Y) using servqual 

method, quality of service in Public Senior High School 4 Malang got 

negative servqual value. This means that there are gap between service 

that given by school as public service provider and student expectations 

as service recipients. All dimensions of service quality got negative 

servqual value. The dimensions that got highest gap value is 

responsiveness dimension, then followed by empathy dimension, 

reliability dimension, assurance dimension. The dimension that got 
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smallest gap value is tangible dimension. The smallest the gap means the 

greater quality of service that dimension have. 

Responsiveness dimension got biggest negative servqual value. All 

attribute in responsiveness dimension got negative value. Responsiveness 

dimension related to willingness and responses from service recipients 

and the rapidity of service. “The teachers responses to perceive students 

complains” attribute got highest negative value in this dimension, 

followed by “the educational staff responses to perceive students 

complains” attribute. Then followed by “the teachers responses when 

overcoming students difficulties in school” attribute. Then followed again 

by “the school willingness to give informations for public” attribute. The 

attribute that got lowest negative servqual value is “the school willingness 

to communicate with parents”. Negative servqual values obtained by 

responsiveness dimension indicates a disparity between perceived service 

and students expectation in responsiveness dimension in public services 

that provided by Public Senior High School 4 Malang. The 

discrepancy/gap in responsiveness dimension indicates the lack of 

willingness from public service provider to provide prompt service and 

lack of willingness from service provider to help the service recipients 

(Parasuraman et al, 1985) as cited in Pasolong (2007:134). Bigger 

willingness and more responsiveness from public service provider, such 

as teachers, educational staffs, and school, is needed in giving help, 

services, and informations. Those thing performed for meeting 
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expectation from students of Public Senior High School 4 Malang as 

service recipients.  

Empathy dimension is dimension that got second highest negative 

servqual score. All attributes in this dimension also got negative servqual 

score. “The willingness of teachers to know about students needs” 

attribute got the highest negative servqual score. It means that students 

expectation about teachers understanding  to know what students needs 

have discrepancy with teachers efforts. The next attribute is “the 

willingness of educational staff to know about students needs”. This 

attribute got second highest negative servqual value. It means that 

students expectation about the understanding of their needs have 

discrepancy or gap with educational staffs efforts. “The attention of 

educational staff to students” attribute got the third highest negative 

servqual value. It means that there are any discrepancy / gap between 

students expectation about educational staff attention to them and 

educational staff attentions. “The attention of teachers to students” 

attribute got lowest negative servqual value. It means that there are any 

discrepancy / gap between students expectation about teacher attention to 

them and teachers efforts. The discrepancy/gap in empathy dimension 

indicates the lack of understanding, individual attention, and awareness 

from public service provider (Parasuraman et al, 1985) as cited in 

Pasolong (2007:134). To overcome this gap, educational staffs and 

teachers needs to be more attentive and apprehensive to students. 



 

88 
 

Educationals staff and teachers can start from put themself into students 

situations, maintain good relations with students, more communicative, 

and more understanding students need.  

Reliability dimension got negative servqual value. All dimensions 

of reliability dimension also got negative servqual value that means there 

are any gap between quality of perceived service and public expectations 

in reliability dimension. The attribute that got highest negative servqual 

value in reliability dimension is “the accuracy of teachers arrival when 

teaching” attribute. It means that students expect teachers to be more on 

time in teaching times. Next attribute is “the accuracy of lessons 

schedule”. This attribute got second highest negative servqual score in 

this dimension. It means that there are any gap between students 

expectation about lessons schedule and lessons schedule that have been 

set by schools. Next attribute in reliability dimension is “the accuracy and 

suitability between learning materials and curriculum”. There are any gap 

between students expectation about accuracy and suitability between 

learning materials and curriculum and schools effort in giving learning 

material and carry out the curriculum. The last attribute in reliability 

dimension is “the accuracy of services schedule from educational staff 

with the set time (school fee payment, school cooperation service, service 

from laboratory staff)”. There are any gap between students expectation 

about services schedule from educational staff and educational staff 

efforts in carrying out the schedules. The discrepancy/gap in reliability 
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dimension indicates the lack of ability from public service provider in 

performing promised service (Parasuraman et al, 1985) as cited in 

Pasolong (2007:134). Beside that, the discrepancy/gap in reliability 

dimension shows the teachers, educational staffs, and school as public 

service provider did not performed service in accordance with promised 

service accurately. To overcome all gap in the reliability dimensions, 

schools and teachers and educational staffs should be more on time with 

the schedules. Beside that, educationals staffs and teachers should give 

more effective, more efficient, and more accurate services in accordance 

with promised service. 

Assurance dimension got negative servqual value. All dimensions 

of assurance dimension also got negative servqual value that means there 

are any gap between quality of perceived service and public expectations 

in assurance dimension. The attribute that got highest negative servqual 

value in assurance dimension is “the ability and knowledge of teachers 

when teaching” attribute. It means that students expect teachers to 

increase their ability and knowledge, so the study time will be more 

guaranteed. “The ability and knowledge of educational staffs when giving 

services” attribute and “the friendliness and politeness of teachers toward 

students got same points. Beside that, “the friendliness and politeness of 

educational staffs toward students” attribute and “the security of students” 

attribute also share same point. “The suitability between school fee and 

received  service” attributte got second lowest negative servqual value.  
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This attribute got negative servqual value means that students as service 

recipients wants school to decrease school fee or increase their services. 

“School’s reputation” attribute got lowest negative servqual value. That 

means that students wants their school got higher reputations. The 

discrepancy/gap in assurance dimension indicates the lack of competency, 

courtesy, credibility, knowledge, and ability from public service provider 

that makes service recipients trust, confidence, and fell secure about the 

perceived service (Parasuraman et al, 1985) as cited in Pasolong 

(2007:134). The appears of gap/disrepancy in assurance dimension means 

that students of Public Senior High School 4 Malang want service 

provider to have more knowledge and ability that increasing credibility, 

competency, and security of services.  

Tangible dimension got least negative servqual value. All 

dimensions of this dimension also got negative servqual value that means 

there are any gap between quality of perceived service and public 

expectations in tangible dimension. The attribute that got highest negative 

servqual value in assurance dimension is “the availability of schools 

infrastructures (classroom, library, laboratory, workshop)” attribute.  It 

means that students expect more complete and proper infrastructures, so 

learning process will be more pleasant. “The availability of schools 

facilities (schools furnitures, laboratory equipment)” attribute also got 

high negative servqual value. This things also occured in “the tidiness of 

the way teacher’s dress up” attribute, “the availability of schools 



 

91 
 

supporting facility (toilet, sportfield, canteen, prayroom, health center)” 

attribute, and the availability of learning media (LCD projector, 

computers, book)” attribute. “Schools cleanliness and comfortability” 

attribute and  “the tidiness of the way educational staffs (administration 

staffs, security, office boy) dress up” attribute got lower negative servqual 

value against other attributes. The discrepancy/gap in tangible dimension, 

which is the most concrete dimensions, indicates the lack of facility, 

equipment, and appearancethat provided byservice provider (Parasuraman 

et al, 1985) as cited in Pasolong (2007:134). Beside that, the appearance 

of negative servqual values in this dimension shows high expectation 

from students, of Public Senior High School 4 Malang, in this case as 

public service recipients, in the tangible dimension. They expect finest 

and more complete facility and infrastructures. Beside that, public service 

recipients need the public service provider to look more tidy and have 

good professional looking, so they can enjoy and trust the services from 

them. 

 Negative servqual value that obtained by all dimensions in Public 

Senior High School 4 Malang showed that public got higher expectation  

than perseived public service that performed by public service providers. 

When expected service is have higher score than perseived service, this 

means that quality of service is on the outs with expectation from service 

recipients. The quality of service that expected to be received is not 

acceptable well by the service recipients. (Parasuraman et al, 1985) as 
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cited in Pasolong (2007:134). Based on this result, the quality of services 

in Public Senior High School 4 Malang is under the expectation of 

students as public service recipients. 
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CHAPTER V 

CLOSING 

 

A. Conclusion 

Based on the research results and analysis, the conclusion of this research are: 

1. The quality of educational public services in Public Senior High School 4 

Malang is under the expectation of public service recipients. It is proved 

by negative servqual value that obtained by all servqual dimensions. All 

dimensions that got negative value need to improve their quality. 

2. Public satisfaction level towards the quality of educational services in 

Public Senior High School 4 Malang is in the satisfied level. In 5 servqual 

dimensions that used in this research, only tangible dimension that 

qualified as very satisfying whereas the other dimensions qualified as 

satisfying. This is caused by the completeness of facilities and 

infrastructures in Public Senior High School 4 Malang. 

 

B. Recommendation 

Here are recommendations that based on the research results: 

1. Public Senior High School 4 Malang should give more efforts that makes 

the quality of service in Public Senior High School 4 Malang as high as 

the expectations from public as service recipients. 

2. Public Senior High School 4 Malang should give more rapid service, and 

the teacher and educational staffs should increase their efforts that related 
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with willingness and responses due to the highest negative servqual value 

in responsiveness dimensions. 

3. To overcome gap in empathy dimensions, educational staffs and teachers 

needs to be more attentive and apprehensive to students. Educationals 

staff and teachers can start from put themself into students situations, 

maintain good relations with students, more communicative, and more 

understanding the students needs. 

4. To overcome gap in the reliability dimensions, schools and teachers and 

educational staffs should give more effective, more efficient, and more 

accurate services in accordance with promised service. 

5. To overcome gap in the assurance dimensions, teachers and educational 

staffsshould have more knowledge and ability that increasing credibility, 

competency, and security of services.  

6. Public Senior High School 4 Malang should increase their performance 

especially in the servqual dimension that qualified as satisfying, ie: 

reliability dimension, responsiveness dimension, assurance dimension, 

and empathy dimension, so public can feel very satisfying in all 

dimensions of service quality. 

7. This research conducted based on the division of departments at Public 

Senior High School 4 Malang, it is necessary to do further research based 

on gender or grade. Beside that, it is necessary to do further research with 

more samples and more research attributes to get better and more 

complete results. 
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	. The last attributes that qualified as satisfying are “the tidiness of the way educational staff (administration staff, security,office boy) dress up”. This attributes got score 3,17 and this attributes is the least rank in tangible dimension. Public...
	Reliability
	Public satisfaction toward reliability is qualified as satisfying. All attributes of reliability dimension are qualified as satisfying. The first attributes that qualified as satisfying is “the accuracy of services schedule from educational staff with...
	The second attributes in reliability dimension that qualified as satisfying is “the accuracy and suitability between learning materials and curriculum” with score 3,20. This attributes is the second highest score in reliability dimension. In Public Se...
	The third attributes that qualified as satisfying is “the accuracy of lessons schedule”. This attributes got score 3,14 and placed in the third place in reliability dimension. Based on the research that have been held, the accuracy of lessons schedule...
	The last attributes that qualified as satisfying is “the accuracy of teachers arrival when teaching” that got score 3,06. Based on the research that have been held, teachers are come on time when its time to teach. Teachers is rarely late. This is due...
	Responsiveness
	Public satisfaction toward responsiveness is qualified as satisfying with score 3,06. All attributes of responsiveness dimension are qualified as satisfying. “The school’s willingness to communicate with parents” is the attributes that got highest sco...
	“The school’s willingness to give informations for public” attribute got score 3,16 and this attributes is the second highest score in responsiveness dimension. Based on the research, Public Senior High School 4 Malang have high willingness to give in...
	The attribute that got third places in responsiveness dimension is “the teachers responses when overcoming students difficulties in school” attribute. This attribute got score 3,03 that means public satisfied with this attribute.Students feel that tea...
	The fourth attributes that qualified as satisfying is “the educational staff responses to perceive students complains”. This attribute got score 2,97. The students feel that educational staffs have good responsiveness according to their response to co...
	The last attributes that qualified as satisfying in responsiveness dimension is “the teachers responses to perceive students complains”. This attributes got 2,92. The teachers at Senior High School 4 Malang have the willingness to listen to the studen...
	Assurance
	Public satisfaction toward assurance dimension is qualified as satisfying with score 3,25. In this dimension, 3 of 7 attributes qualified as very satisfying and the others attributes qualified as satisfying.  First attributes that qualified as very sa...
	The second attributes that qualified as very satisfying is “The security of students in school” that got score 3,29. This attributes is the second highest score in assurance dimension. Public Senior High School 4 Malang is located at North Tugu Street...
	The last attributes that qualified as very satisfying in assurance dimension is “The ability and knowledge of teachers when teaching” attribute. This attribute got score 3,27 and placed in the third highest score in assurance dimension. Based on resea...
	The first attribute in assurance dimension that qualified as satisfying is “the suitability between school’s fee and received services”.Students of Public Senior High School 4 Malang pay 200,000 rupiah per month as school fees. Most students and paren...
	The second attribute that qualified as satisfying is “the friendliness and politeness of teachers toward students”. Teachers at Senior High School 4 Malang is friendly and polite towards students. This is in accordance with the operational value relat...
	The third attribute that qualified as satisfying is “the ability and knowledge of educational staff when giving service”. Decree of Ministry of State Apparatus Reforms No.63 of 2003 stated that every public servants must have ability, skill, attitude,...
	The last attribute in assurance dimension that qualified as satisfying is “the friendliness and politeness of educational staff toward students”. In the Decree of Ministry of State Apparatus Reforms No.63 of 2003 stated that one of public service prin...
	Empathy
	Public satisfaction toward empathy dimension is qualified as satisfying with score 3,09. In this dimension, all attributes are qualified as satisfying. The first attributes that qualified as satisfying is “the attention of teachers to students” attrib...
	The second attributes that qualified as satisfying is “the willingness of teachers to know about student needs” attributes. This attribute got score 3,09 and this is the second highest score in empathy dimension. In the operational value the relations...
	The third attributes that qualified as satisfying is “the willingness of educational staff to know about student needs” attributes. This attribute got score 3,08. Educational staff is the unseparated part of educational part. Educational staffs should...
	The last attribute in empathy dimension that qualified as satisfying is ““the attention of educational staffs to students”. In carrying out their duties, educational staffs in Public Senior High School 4 Malang give services with full of attention, so...
	Quality of Service (Y)
	From the measurement of quality of service (Y) using servqual method, quality of service in Public Senior High School 4 Malang got negative servqual value. This means that there are gap between service that given by school as public service provider a...
	Responsiveness dimension got biggest negative servqual value. All attribute in responsiveness dimension got negative value. Responsiveness dimension related to willingness and responses from service recipients and the rapidity of service. “The teacher...
	Empathy dimension is dimension that got second highest negative servqual score. All attributes in this dimension also got negative servqual score. “The willingness of teachers to know about students needs” attribute got the highest negative servqual s...
	Reliability dimension got negative servqual value. All dimensions of reliability dimension also got negative servqual value that means there are any gap between quality of perceived service and public expectations in reliability dimension. The attribu...
	Assurance dimension got negative servqual value. All dimensions of assurance dimension also got negative servqual value that means there are any gap between quality of perceived service and public expectations in assurance dimension. The attribute tha...
	Tangible dimension got least negative servqual value. All dimensions of this dimension also got negative servqual value that means there are any gap between quality of perceived service and public expectations in tangible dimension. The attribute that...
	Negative servqual value that obtained by all dimensions in Public Senior High School 4 Malang showed that public got higher expectation  than perseived public service that performed by public service providers. When expected service is have higher sc...
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	Based on the research results and analysis, the conclusion of this research are:
	The quality of educational public services in Public Senior High School 4 Malang is under the expectation of public service recipients. It is proved by negative servqual value that obtained by all servqual dimensions. All dimensions that got negative ...
	Public satisfaction level towards the quality of educational services in Public Senior High School 4 Malang is in the satisfied level. In 5 servqual dimensions that used in this research, only tangible dimension that qualified as very satisfying where...
	Recommendation
	Here are recommendations that based on the research results:
	Public Senior High School 4 Malang should give more efforts that makes the quality of service in Public Senior High School 4 Malang as high as the expectations from public as service recipients.
	Public Senior High School 4 Malang should give more rapid service, and the teacher and educational staffs should increase their efforts that related with willingness and responses due to the highest negative servqual value in responsiveness dimensions.
	To overcome gap in empathy dimensions, educational staffs and teachers needs to be more attentive and apprehensive to students. Educationals staff and teachers can start from put themself into students situations, maintain good relations with students...
	To overcome gap in the reliability dimensions, schools and teachers and educational staffs should give more effective, more efficient, and more accurate services in accordance with promised service.
	To overcome gap in the assurance dimensions, teachers and educational staffsshould have more knowledge and ability that increasing credibility, competency, and security of services.
	Public Senior High School 4 Malang should increase their performance especially in the servqual dimension that qualified as satisfying, ie: reliability dimension, responsiveness dimension, assurance dimension, and empathy dimension, so public can feel...
	This research conducted based on the division of departments at Public Senior High School 4 Malang, it is necessary to do further research based on gender or grade. Beside that, it is necessary to do further research with more samples and more researc...
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