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ABSTRAK

Skripsi ini disusun oleh Salsabillah Debyansah NIM 2214030048 dari program Studi
Manajemen Pendidikan Islam, Fakultas Tarbiyah dan Keguruan, UIN Imam Bonjol Padang,
dengan judul Kepuasan Mahasiswa Manajemen Pendidikan Islam tentang Pelayanan
Administrasi Akademik di Fakultas Tarbiyah dan Keguruan Universitas Islam Negeri
Imam Bonjol Padang.

Latar belakang penelitian ini muncul dari ditemukannya keseragaman proses
layanan administrasi akademik di fakultas tersebut, terutama pada urusan persuratan.
Observasi awal menunjukkan pengalaman mahasiswa dalam menerima layanan belum
sepenuhnya sesuai harapan, sehingga topik kepuasan mahasiswa terhadap layanan ini
layak dikaji lebih lanjut.

Tujuan penelitian ini adalah untuk mengukur tingkat kepuasan Mahasiswa Program
Studi Manajemen Pendidikan Islam Angkatan 2022 terhadap pelayanan administrasi
akademik, khususnya pada layanan surat-menyurat.

Metode penelitian yang digunakan adalah metode kuantitatif deskriptif. Populasi
dalam penelitian ini adalah selurun Mahasiswa Manajemen Pendidikan Islam Angkatan
2022 yang berjumlah 110 orang, dengan teknik pengambilan sampel total sampling.
Instrumen penelitian menggunakan angket (kuesioner) tertutup dengan skala Likert yang
terdiri dari 45 butir pernyataan valid dan reliabel. Pengukuran kualitas pelayanan
mengacu pada lima dimensi model SERVQUAL, yaitu keandalan (reliability), daya
tanggap (Responsiveness), kepastian (Assurance), empati (empathy), dan bukti fisik
(tangibles). Teknik analisis data menggunakan analisis deskriptif berupa persentase dan
nilai rata-rata (mean).

Hasil penelitian menunjukkan bahwa tingkat kepuasan mahasiswa manajemen
pendidikan islam angkatan 2022 terhadap pelayanan administrasi akademik secara
keseluruhan masuk dalam kategori kurang puas. Ini terbukti dari rata-rata (mean)
keseluruhan sebesar 159,51 dan standar deviasi 21,239, serta nilai tertinggi 224,00 dan
nilai terendah 94,00 yang diperoleh dari 110 orang responden. Berdasarkan frekuensi
penyebaran variabel X, 77% dari responden berada dalam kategori Kurang Puas,
sedangkan 23% berada dalam kategori Sangat Kurang Puas. Berdasarkan hasil analisis
per dimensi SERVQUAL, dimensi Reliability berada dalam kategori Sangat Puas dengan
persentase 37%, dimensi Responsiveness didominasi oleh Kurang Puas sebesar 38%,
dimensi Assurance didominasi oleh Cukup Puas dengan 44%, dimensi Empathy
didominasi oleh Kurang Puas sebesar 41%, dan dimensi Tangible sangat didominasi oleh
Cukup Puas dengan persentase 91%.

Kata Kunci: Kepuasan Mahasiswa MPI, Pelayanan Administrasi Akademik.



ABSTRACT

This thesis was written by Salsabillah Debyansah, student 1D number 2214030048,
from the Islamic Education Management Study Program, Faculty of Tarbiyah and Teacher
Training, UIN Imam Bonjol Padang. The title is "Student Satisfaction of Islamic Education
Management Students Regarding Academic Administration Services at the Faculty of
Tarbiyah and Teacher Training, Imam Bonjol State Islamic University, Padang."

The background to this research arose from the discovery of uniformity in the
academic administration service process at the faculty, particularly in correspondence
matters. Initial observations indicated that student experiences in receiving services did not
fully meet expectations, thus warranting further study on student satisfaction with this service.

The purpose of this study was to measure the level of satisfaction of students in the
Islamic Education Management Study Program, Intake of 2022, with regard to academic
administration services, particularly correspondence services.

The research method used was descriptive quantitative. The population in this study
was all 110 students in the Islamic Education Management Study Program, Intake of 2022,
using a total sampling technique. The research instrument used a closed-ended questionnaire
with a Likert scale consisting of 45 valid and reliable statements. Service quality was
measured using the five dimensions of the SERVQUAL model: reliability, Responsiveness,
Assurance, empathy, and tangibles. Data were analyzed using descriptive analysis, using
percentages and mean values.

The results showed that the overall satisfaction level of Islamic education management
students from the 2022 intake with academic administration services fell into the dissatisfied
category. This was evident from the overall mean of 159.51 and standard deviation of 21.239,
with a highest score of 224.00 and a lowest score of 94.00 obtained from 110 respondents.
Based on the frequency distribution of variable X, 77% of respondents were in the dissatisfied
category, while 23% were in the very dissatisfied category. Based on the analysis results per
SERVQUAL dimension, the Reliability dimension is in the Very Satisfied category with a
percentage of 37%, the Responsiveness dimension is dominated by Less Satisfied at 38%, the
Assurance dimension is dominated by Quite Satisfied at 44%, the Empathy dimension is
dominated by Less Satisfied at 41%, and the Tangible dimension is very much dominated by
Quite Satisfied with a percentage of 91%.

Keywords: Student Satisfaction in MPI, Academic Administration Services.
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