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ABSTRAK 

 

 
Deviana. 2020. ”Analisis Mutu Pelayanan Pendidikan Dengan Model Service 

Quality (Studi Kasus di Program Studi Magister Manajemen Universitas 

Muhammadiyah Gresik Jawa Timur)”. Tesis. Program Sudi Magister 

Manajemen. Program Pascasarjana. Universitas Muhammadiyah Gresik. 

Pembimbing I Dr. Suyoto, Drs., M.Si. Pembimbing II Dr. Eva Desembrianita, 

Dra., M.M 

 

 

Kata Kunci: Mutu Pelayanan Pendidikan, Service Quality, Diagram 

Kartesius.    
 

 

Kualitas layanan pendidikan perlu diperhatikan guna mengetahui seberapa besar 

kepuasan mahasiswa sebagai pengguna layanan pendidikan. Tujuan penelitian ini 

untuk menganalisis mutu layanan Program Studi Magister Manajemen Universitas 

Muhammadiyah Gresik dengan menggunakan metode Service Quality (tangible, 

reliability, responsiveness, assurance, dan empathy). Penelitian ini menggunakan 

pendekatan kuantitatif dengan metode eksploratif dimana yang menjadi populasi 

dan sampel yakni 55 mahasiswa aktif  Program Studi Magister Manajemen dari 

angkatan 2016 hingga 2019. Teknik analisis data yang digunakan adalah Service 

Quality dengan menentukan nilai gap antara persepsi dan kinerja, membuat 

rangking dari nilai gap tertinggi hingga terendah, dan diagram kartesius. Hasil 

penelitian menyatakan bahwa dari 5 dimensi service quality, terdapat 2 dimensi 

memiliki gap tertinggi yakni tangible dan responsiveness dikarenakan 

ketidaksesuaian mahasiswa Program Studi Magister Manajemen Universitas 

Muhammadiyah Gresik dalam mendapatkan pelayanan yang layak. 
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  ABSTRACT 
 

 

Deviana. 2020."Quality Analysis of Education Services with Service Quality 

Model (Case Study in Master of Management Study Program of Muhammadiyah 

Gresik University of East Java)". Thesis. Study Master of Management Program. 

Postgraduate Program. University of Muhammadiyah Gresik. First Supervisor Dr. 

Suyoto, Drs., M.Si.. Second Supervisor Dr. Eva Desembrianita, Dra., M.M. 

 

 

Keywords: Quality of Education Services; Service Quality; Cartesius’s 

Diagram. 

 

 

The quality of education services needs to be considered in order to know how 

much satisfaction of students as users of educational services. The purpose of this 

research is to analyze the quality of service of the Master of Management Study 

Program of Muhammadiyah Gresik University by using Service Quality methods 

(tangible, reliability, responsiveness, assurance, and empathy). This research uses 

quantitative approach with explorative method where the population and sample 

of 55 active students of Master of Management Study Program from the class of 

2016 to 2019. The data analysis technique used is Service Quality by determining 

the gap between perception and performance, ranking from the highest to the 

lowest gap values, and cartesian diagrams. The results of the study stated that 

from 5 dimensions of service quality, there are 2 dimensions have the highest gap, 

namely tangible and responsiveness due to the incompatibility of students of the 

Master of Management Study Program of Muhammadiyah University has good 

service. 
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