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This study aims to evaluate educational service quality at a state university in Indo-
nesia by applying the EDUQUAL model, a framework explicitly tailored for higher
education. By integrating the Customer Satisfaction Index (CSI) and Importance-
Performance Analysis (IPA), this research assesses overall student satisfaction and
delineates specific improvement priorities. A quantitative descriptive approach was
employed, surveying 337 undergraduate students. Data were gathered through a
structured questionnaire covering five EDUQUAL dimensions: Learning Out-
comes, Responsiveness, Physical Facilities, Personality Development, and Academ-
ic. Construct validity and reliability were rigorously confirmed via Confirmatory
Factor Analysis (CFA). The empirical results yielded a CSI score of 71%, reflect-
ing a satisfactory level of perceived service quality among students. Nevertheless,
the TPA matrix revealed that Responsiveness and Physical Facilities are critical
priorities requiring immediate institutional intervention to resolve communication
delays and infrastructure deficits. Academic and Learning Outcomes dimensions
performed optimally and warrant maintenance. Ultimately, this study demonstrates
that integrating EDUQUAL with CSI and IPA provides actionable insights for stra-
tegic decision-making in university management.
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INTRODUCTION

Higher education plays a strategic role in
shaping the quality of human resources, parti-
cularly by equipping students with competen-
cies aligned with global demands. Universities
are expected not only to produce academically
competent graduates but also to deliver superi-
or and satisfying educational services (Nasuti-
on et al., 2023). In this context, service quality
becomes a critical indicator in determining
student satisfaction as primary consumers of
higher education services (Baharsyah & Nur-
hasan, 2023; Krisana Kitchroen, 2004).

Student satisfaction reflects a subjective
evaluation of the quality of services received
throughout the learning process (Umriana
& Pranatami, 2022). According to Khosravi
et al.(2013), student satisfaction has a direct
impact on student retention, loyalty, and in-
stitutional image. Satisfaction levels also in-
fluence prospective students’ decisions to en-
roll through word-of-mouth marketing (Asti &
Ayuningtyas, 2020; Pranandha & Kusumade-
wi, 2022).

In the context of global competition in
higher education, institutions must assess ser-
vice quality comprehensively. Previous studies
have shown that improvements in service di-
mensions, such as physical facilities and staff
responsiveness, can significantly enhance stu-
dents’ positive perceptions of their institutions
(Baharsyah & Nurhasan, 2023; Fitriani, 2018)

The number of higher education insti-
tutions in Indonesia has fluctuated in recent
years, largely due to declining interest from
prospective students in institutions perceived
as failing to deliver quality education servi-
ces. This trend underscores the urgency of
evaluating the education service systems in
universities, including Universitas Negeri Se-
marang (UNNES), which serves as the focus
of this study. Conventionally, service quality
in higher education has often been measured
using the SERVQUAL model, which empha-
sizes five core dimensions: tangibles, reliabi-
lity, responsiveness, assurance, and empathy.
However, this model is considered less con-

textual when applied to educational settings,
particularly in developing countries, as it does
not fully capture the complexity of students’
learning experiences (Brady & Cronin, 2001;
Suhendra & Nurdianti, 2019).

As an alternative, Mahapatra and Khan
(2007) introduced the EDUQUAL model,
which is specifically designed for the higher
education sector. This model comprises five
dimensions: learning outcomes, responsive-
ness, physical facilities, personality develop-
ment, and academic services. Various studies
have shown that the EDUQUAL dimensions
are more accurate in identifying educational
service aspects that significantly influence stu-
dent satisfaction(Hardianto et al., 2017; Kusu-
mawati, 2024).

To date, Universitas Negeri Semarang
(UNNES) still employs the SERVQUAL mo-
del in its service evaluations, as stated by the
Secretary of the UNNES Quality Assurance
Office. This circumstance has prompted the
author to critically assess the relevance of the
SERVQUAL model and propose a more con-
textually appropriate alternative, namely the
EDUQUAL model. Based on the 2024 stu-
dent satisfaction survey, the overall satisfacti-
on level among UNNES students remains in
the “moderately satisfied” category, particu-
larly in the dimensions of responsiveness and
physical facilities, both of which highlight are-
as in need of improvement.

Moreover, most studies on student sa-
tisfaction have focused on individual service
dimensions without integrating analytical
tools such as the Customer Satisfaction Index
(CSI) and Importance Performance Analysis
(IPA) simultaneously. Yet, combining satis-
faction measurement (CSI) with priority map-
ping (IPA) can provide a more comprehensive
and strategic foundation for decision-making.
Therefore, this study aims to fill that gap by
examining the suitability of the EDUQUAL
model while integrating these two evaluation
methods to yield more practical and actio-
nable insights for improving service quality in
higher education.

To measure student satisfaction, two
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commonly used methods are the Customer
Satisfaction Index (CSI) and Importance Per-
formance Analysis (IPA). CSI is used to assess
satisfaction levels by comparing expectations
with actual performance (Reza Amri et al.,
2020), while IPA maps service attributes based
on their level of importance and performance,
which are then classified into priority quad-
rants (Kesumajayansyah & Yuwono, 2014).

The combination of these two methods
has proven effective in identifying areas for
service improvement in a more focused man-
ner (Ansori et al., 2018). Moreover, this appro-
ach is highly valuable for strategic decision-
making in enhancing the quality of services
provided by higher education institutions.

This study aims to: (1) evaluate the sui-
tability of the EDUQUAL dimensions as a
measurement tool for service quality in higher
education; (2) assess student satisfaction levels
regarding educational services at UNNES;
and (3) identify priority sub-dimensions that
require improvement. By employing Confir-
matory Factor Analysis (CFA), the Customer
Satisfaction Index (CSI), and Importance Per-
formance Analysis (IPA), this study seeks to
offer empirical contributions to the develop-
ment of a more contextual and applicable eva-
luation model for educational service quality
in higher education.

METHODS

This study employs a quantitative desc-
riptive approach, which is appropriate for il-
lustrating and analyzing phenomena based on
numerical and statistical data, particularly in
measuring student satisfaction with the qua-
lity of educational services at Universitas Ne-
geri Semarang. The quantitative method also
enables the testing of the reliability and vali-
dity of the EDUQUAL dimensions through
precise and objective statistical analysis.

The research design used is a survey,
with data collected through closed-ended
questionnaires. The model applied to measure
service quality is EDUQUAL, which compri-
ses five core dimensions: Learning Outcome,

Responsiveness, Physical Facilities, Personali-
ty Development, and Academic. Each dimen-
sion is assessed using indicators developed
from established theories and previous rese-
arch findings.

The population in this study consisted
of all active undergraduate students of Uni-
versitas Negeri Semarang (UNNES) from the
2022 cohort, totaling 10,212 students. The de-
cision to focus exclusively on the 2022 cohort
was driven by strong empirical considerations.
As senior students who have been actively en-
gaged in the campus ecosystem for four aca-
demic years, this cohort has experienced the
full spectrum of institutional services, ranging
from the admission process, the transition of
learning infrastructure, to advanced academic
advising and thesis supervision. Selecting acti-
ve senior students rather than alumni mitiga-
tes recall bias and ensures that the evaluation
reflects the current state of sustainable service
quality and recent institutional policies, rather
than outdated service frameworks.

Furthermore, the study deliberately li-
mits the respondents to undergraduate stu-
dents, excluding lecturers, administrative staff,
and the general public. This limitation is the-
oretically grounded in the specific architectu-
re of the EDUQUAL model (Mahapatra &
Khan, 2007), which positions students as the
primary consumers (primary customers) of
higher education services. Evaluating inter-
nal stakeholder satisfaction (e.g., lecturers and
staff) would require an entirely different the-
oretical framework, such as internal service
quality (ISQ) models, which falls outside the
scope of this research.

To ensure that the sample accurately
represented all faculties, the sampling techni-
que used was proportionate random sampling.
In its online execution, this technique was ri-
gorously administered. First, the population
quota was calculated proportionally based on
the total number of students in each of the fa-
culties at UNNES. Subsequently, randomized
email and integrated academic portal (Sikadu)
message blasts were distributed using a compu-
ter-generated random number sequence based
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on student identification numbers (NIM). The
online survey system was programmed to au-
tomatically close the acceptance of responses
for a specific faculty once its calculated pro-
portional quota was met. This technological
control ensures that the final sample is both
genuinely random and perfectly proportional
to the faculty distribution, effectively elimi-
nating self-selection bias commonly found in
conventional online surveys.

The target population for this study was
strictly defined as active undergraduate stu-
dents (S1) of the 2022 cohort at Universitas
Negeri Semarang (UNNES), totaling 10,212
students. Postgraduate (master’s and docto-
ral) and diploma/vocational students were
explicitly excluded from this study to main-
tain sample homogeneity in evaluating stan-
dard academic services. The selection of the
2022 cohort was intentional, as these senior
students were deemed to have sufficient, com-
prehensive experience with campus services
to provide reliable evaluations through the
questionnaire.

To determine the minimum sample size
scientifically, the Isaac and Michael formula

Table 1. Proportional Sample Distribution

was employed, utilizing a 95% confidence le-
vel and a specific sampling error rate of 5%.
Based on the calculation for a defined popula-
tion of 10,212, the exact theoretical formula-
tion yielded a minimum sample requirement
of 336.5. To ensure statistical robustness and
prevent under-representation, this figure was
mathematically rounded up, establishing the
definitive final sample size of exactly 337 stu-
dents.

Furthermore, to guarantee that this
sample accurately mirrors the population’s de-
mographic structure, the study implemented
a proportionate stratified random sampling
technique, strictly avoiding convenience-based
selection. The total sample of 337 was mathe-
matically distributed across UNNES’s facul-
ties based on the exact population weight of
the 2022 cohort in each respective faculty. For
instance, if a specific faculty constitutes 15%
of the total 2022 cohort population, it was al-
located exactly 15% of the total sample. The
precise breakdown of this proportional samp-
le distribution across all faculties is detailed
systematically in Table 1.

No Faculty Population (N) Proportion (%) Sample Target (n)

1 FIPP 1.200 11.75 40
2 FBS 1.300 12.73 43
3 FISIP 1.100 10.77 36
4 FMIPA 1.000 9.79 33
5 FT 1.500 14.69 50
6 FIK 800 7.83 26
7 FEB 1.800 17.63 59
8 FH 1.100 10.77 36
9 FK 412 4.03 14

Total 10.212 100 337

Source: Processed Primary Data (2025)

The instrument used in this study was
a questionnaire employing a 4-point Likert
scale, ranging from “strongly disagree” (1) to
“strongly agree” (4). The questionnaire was
divided into two sections: one measuring the

performance level of services and the other
assessing the importance level of those servi-
ces. Each section was constructed based on 28
indicators derived from the five EDUQUAL
dimensions.
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The questionnaire items were developed
by referring to the framework proposed by
Mahapatra and Khan (Mahapatra & Khan,
2007) and were adapted to the specific context
of services at UNNES. Prior to large-scale
distribution, a pilot test was conducted invol-
ving 30 respondents to assess the instrument’s
validity and reliability.

Primary data were collected by distri-
buting structured questionnaires via an online
platform (Google Forms). To rigorously enfor-
ce the proportionate random sampling design,
the distribution process was not merely left to
open-access convenience. Instead, the survey
links were distributed through targeted insti-
tutional emails and the university’s academic
portal, specifically addressed to randomly pre-
selected students from the 2022 cohort based
on their NIM.

Furthermore, to ensure strict adheren-
ce to the proportional quota assigned to each
of the nine faculties (as previously detailed in
Table 1), real-time quota control mechanisms
were implemented. The research team moni-
tored the incoming responses daily and utili-
zed a sorting logic based on the respondents’
faculty affiliation. Once a specific faculty stra-
tum reached its calculated exact quota, the
submission access for that particular group
was immediately closed or capped. This tar-
geted distribution and quota-capping protocol
effectively prevented over-representation or
under-representation, ensuring that the final
empirical dataset strictly accommodated the
proportionate stratified random sampling re-
quirements.

This method was chosen for its efficien-
cy and ability to reach students across various
locations quickly. Additionally, data collected
through online questionnaires facilitated
easier tabulation, processing, and analysis
using statistical software tools.

According to Suryabrata (2016), a va-
lidity test aims to determine the extent to
which an instrument is capable of measuring
what it is intended to measure. In this study,
the validity test was conducted using SPSS
version 27.0, as recommended by Janna and

5

Herianto (2021). An instrument is considered
valid if the calculated correlation coefficient
(r-calculated) is greater than the critical value
from the r-table (r-table); conversely, it is dee-
med invalid if r-calculated < r-table. The test
was conducted with 30 respondents, with an
r-table value of 0.361 (N = 28, 5% significance
level). Validity testing was applied to all five
EDUQUAL dimensions-Learning Outcomes,
Responsiveness, Physical Facilities, Personali-
ty Development, and Academic-to assess both
performance and importance levels.

The results indicated that all items
across the five EDUQUAL dimensions had
r-calculated values exceeding 0.361 for both
performance and importance, thus confir-
ming their validity. Subsequently, a reliability
test was conducted to assess the internal con-
sistency of the instrument, revealing that all
dimensions yielded Cronbach’s Alpha values
above 0.7. This confirms that the instrument
is reliable and appropriate for use in the study.
Therefore, the research instrument meets the
standards of validity and reliability, making
it suitable for accurately and consistently me-
asuring student satisfaction.

RESULTS AND DISCUSSION

Goodness of Fit EDUQUAL Model

The respondents in this study consisted
of 337 undergraduate students from the 2022
cohort across 9 faculties at Universitas Negeri
Semarang. Demographically, the respondents’
profiles were analyzed based on gender, age,
and faculty representation. As detailed in Tab-
le 2, the sample was composed of 135 male
students (40.06%) and 202 female students
(59.94%). Regarding age distribution, given
the specific selection of the 2022 academic
cohort, the majority of respondents were 22
years old (48.96%), followed closely by those
aged 21 years old (44.51%). This age profile
strictly reflects the expected maturity level of
senior undergraduate students, ensuring that
their evaluations of the institutional services
are based on adequate campus experience.
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Table 2. Demographic Characteristics of Respondents

Demographic Category Classification Frequency (n) Percentage
Gender Male 135 40.06%
Female 202 59.94%
Age 20 Years Old 12 3.56%
21 Years Old 150 44.51%
22 Years Old 165 48.96%
>22 Years Old 10 2.97%

Source: Processed Primary Data (2025)
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Figure 1. Empirical Result of the EDUQUAL CB-SEM Analysis

The measurement instrument in this stu-
dy was theoretically anchored exclusively to
the EDUQUAL framework, a scale original-
ly developed by Mahapatra and Khan (2007)
and further contextualized by Annamdevula
(2014) to specifically evaluate service quality
in higher education. It is imperative to clari-
fy that the Customer Satisfaction Index (CSI)
and Importance-Performance Analysis (IPA)
are not measurement constructs, but analyti-
cal tools applied post-data collection to com-
pute satisfaction scores and prioritize service
improvements based on the respondents’ per-
ceived performance and expectation ratings.

To construct the instrument blueprint,
an initial pool of 57 items was generated
and adapted from established higher educa-
tion service quality literature. These items
were systematically categorized into the five

core EDUQUAL dimensions: Learning Out-
comes, Responsiveness, Physical Facilities,
Personality Development, and Academic.
The complete operationalization of these va-
riables, including their sub-indicators and the-
oretical sources, is detailed in the Instrument
Blueprint.

Prior to the structural and descripti-
ve analysis, a Confirmatory Factor Analy-
sis (CFA) was executed to rigorously assess
construct validity and purify the measurement
scale. During this iterative refinement process,
items that failed to explain sufficient variance
were eliminated. The CFA results indicated
that 28 robust indicators were retained across
the five dimensions. All retained indicators
demonstrated outer loading values > 0.6 (Ge-
fen & Straub, 2005), thereby fully satisfying
the strict threshold for construct validity. This
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validated 28-indicator model formed the de-
finitive basis for the subsequent CSI and IPA
calculations.

Based on the results of the Goodness of
Fit (GoF) analysis, the EDUQUAL model is
considered suitable for measuring service qua-
lity in higher education. According to Ward-
hani et al. (2020), a model can still be deemed
acceptable even if one or two fit indices fall
within the marginal category. Tjiptono and
Chandra (2016) emphasize that service qua-
lity functions as a tool to evaluate the extent
to which the services provided meet customer
expectations. Similarly, Winasih and Hakim
(2021)argue that measuring service quality in
higher education is crucial, as it directly im-
pacts student satisfaction and the institution’s
credibility.

Table 3. Data Analysis Goodness Of Fit Model
EDUQUAL

Estimated .
Explanation
Model

ChiSqr/df 4.95 Not Fit
FMSEA 0.108 Not Fit
NFI 0.697 Not Fit
TLI 0.721 Not Fit
CFI 0.741 Not Fit
SRMR 0.071 Fit

Source: Processed Primary Data (2025)

The EDUQUAL dimensions, developed
as an extension of the SERVQUAL model, are
specifically designed to assess service quality
within the context of higher education. In this
study, the EDUQUAL model was validated
through Confirmatory Factor Analysis (CFA),
which included tests of convergent validity,
discriminant validity, and reliability across five
subdimensions: Learning Outcomes, Respon-
siveness, Physical Facilities, Personality De-
velopment, and Academic. The results of the
Confirmatory Factor Analysis (CFA) showed
that 37 out of 57 items were found to be va-
lid and reliable for measuring service quality.
This measurement aimed to evaluate the level
of student satisfaction. In line with the Ex-
pectancy Disconfirmation Theory, students’
expectations regarding service quality were
compared to the actual performance delivered
by Universitas Negeri Semarang.

Customer Satisfaction Index (CSI)

The measurement of student satisfac-
tion aims to assess the extent to which Uni-
versitas Negeri Semarang has met students’
expectations through the quality of its servi-
ces. This study employed the Customer Satis-
faction Index (CSI) method to quantitatively
evaluate the level of satisfaction. According to
Pangastuti (2021), CSI is a widely used tool
for measuring customer satisfaction based on
perceived service quality.

Table 4. Result from Data Analysis Customer Satisfaction Indeks (CSI)

Sub-Dimention No. Item Mean Satisfaction Mean Importance
Score Score
Learning Outcomes L2,14,L5 L6,L7, 19 & 3.39-3.60 3.49-3.63
L12
Responsiveness R13, R15, R16, R17, R18, 3.43-3.49 3.49 -3.67
& R21
Physical Facilities F24, F26, F27, F30, & F36 3.50-3.53 3.44-3.56
Personality Development P37, P39, P40, P42, P44, 3.49 —3.57 3.51-3.63
& P45
Academic A48, A49, A50, A51, & 3.49 — 3.67 3.51-3.77

A57

Source: Processed Primary Data (2025)
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In this study, the Customer Satisfaction
Index (CSI) score was calculated based on the
alignment between students’ perceptions of
importance and performance across all EDU-
QUAL dimensions. The results showed that
the CSI score for Universitas Negeri Sema-
rang was 71%, which falls into the “Satisfied”
category according to the index scale used.
Although this indicates that students general-
ly perceive the university’s services as meeting
their expectations, it also suggests that furt-
her improvements are necessary to reach the
“Very Satisfied” category.

The highest average scores were found
in the Academic subdimension, with perfor-
mance scores ranging from 3.49 to 3.67 and
importance scores between 3.51 and 3.77. Sa-
tisfaction is achieved when expectations are
met, resulting in a sense of contentment and
fulfillment-this principle also applies to stu-
dent satisfaction. As stated by Alfianto and
Suryawardana (2021), student satisfaction is
highly influenced by the quality of services
provided by the institution.

Importance Performance Analysis (IPA)
The prioritization of service quality
improvements at Universitas Negeri Sema-
rang was based on the Importance Perfor-
mance Analysis (IPA) approach. This method
identifies key areas for improvement by com-
paring the average scores of importance and
performance for various service attributes, vi-
sualized through a Cartesian diagram divided
into four quadrants. According to Agustika
et al.(2019), TPA helps differentiate between
service attributes that are performing well and
those that require improvement. In this study,
TPA was used to determine which items wit-
hin the EDUQUAL dimensions need to be
enhanced or maintained in order to improve
student satisfaction with university services.
The chart and its interpretation illustrate
the position of each service attribute based on
students’ perceptions of importance and per-
formance. This analysis assists in identifying
priority areas for improvement, as well as as-
pects that already meet student expectations,

as depicted below:
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Figure 2. Diagram Cartesius

First, Quadrant A (High Priority for
Improvement): Seven items fall into this qua-
drant—mainly from the responsiveness, lear-
ning outcomes, and personality development
subdimensions. Identified issues include: li-
mited use of modern educational technology
by lecturers, delays in disseminating acade-
mic information, unclear service procedures,
low staft responsiveness, limited exposure to
real-world work experience, and inadequate
facilities for high-achieving students. Second,
Quadrant B (Maintain Performance): This
quadrant includes seven items, primarily from
the academic and learning outcomes subdi-
mensions. Students expressed satisfaction
with the relevance of course structures, access
to academic guidance, the learning evaluation
process, the variety of teaching methods, and
lecturers’ subject-matter competence.

Third, Quadrant C (Low Priority): Six-
teen items fall into this quadrant, reflecting
both low importance and low performance.
Dissatisfaction was reported with outdated
laboratory facilities, inadequate academic
infrastructure, limited library resources, in-
flexible communication channels, and incon-
sistent class scheduling. Finally, Quadrant D
(Overperformance): Although perceived as
less important by students, seven items in this
quadrant exhibited high performance scores.
Students appreciated access to digital learning
materials, practical examples provided by
lecturers, support for field activities, campus
discipline, and opportunities to participate in
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student organizations.

Evaluation of the EDUQUAL Model in
Higher Education

The empirical results of this study ro-
bustly confirm the suitability and psychome-
tric adequacy of the EDUQUAL model for
evaluating service quality within the higher
education sector, specifically in the context
of UNNES. While the generic SERVQUAL
framework predominantly captures functio-
nal quality through broad, industry-agnostic
dimensions such as tangibles and empathy,
EDUQUAL offers a fundamentally more nu-
anced and context-specific architecture. It int-
ricately aligns with the complex, co-creative
nature of academic services by explicitly me-
asuring both functional and technical quality,
such as intellectual development and acade-
mic delivery (Mahapatra & Khan, 2007; Su-
hendra & Nurdianti, 2019).

The empirical testing demonstrated that
the five distinct dimensions (Learning Out-
comes, Responsiveness, Physical Facilities,
Personality Development, and Academic)
comprehensively reflect the multifaceted rea-
lities of modern student perceptions. This
robustness is strictly evidenced by the Confir-
matory Factor Analysis (CFA), which success-
fully purified the measurement model. The
retained indicators not only satisfied the strin-
gent outer loading thresholds for construct va-
lidity but also proved that the dimensions ope-
rate as distinct yet interrelated pillars without
conceptual overlapping.

Furthermore, validating this framework
within an Indonesian state university provi-
des a critical theoretical extension. State uni-
versities operate under unique institutional
pressures, balancing large-scale public manda-
tes with the demand for academic excellence.
The successful application of the model in this
environment strengthens previous assertions
(Hardianto et al., 2017; Kusumawati, 2024)
that EDUQUAL accurately encapsulates the
precise service aspects that drive student satis-
faction. Beyond evaluating short-term satisfac-
tion, the rigorous validation of this measure-

9

ment model equips institutional management
with a highly reliable diagnostic instrument.
By accurately identifying which dimensions
perform optimally, universities can formulate
strategic policies aimed at establishing sus-
tainable service quality, thereby laying the
essential groundwork for fostering long-term,
value-based student loyalty in an increasingly
competitive higher education landscape.

The Methodological Gap: Integrating
EDUQUAL, CSI, and IPA

Previous empirical studies on higher
education student satisfaction have predomi-
nantly focused on fragmented or individual
service dimensions, often failing to integrate
multi-dimensional analytical tools simulta-
neously (Ansori et al., 2018). This fragmented
approach typically diagnoses a problem but
falls short of offering a structured, actionable
mechanism for resolution. The current study
successfully addresses this methodological
gap by constructing a tripartite methodologi-
cal synergy: implementing the EDUQUAL
measurement framework as the theoretical
baseline, and subsequently integrating two po-
werful analytical tools, the CSI and IPA.

Within this integrated paradigm, each
component serves a distinct yet complemen-
tary strategic function. While EDUQUAL
provides the rigorous theoretical construct
necessary for comprehensively capturing the
complex dimensions of educational service
quality, CSI serves to quantitatively assess
the macroscopic satisfaction levels, grounded
firmly in the Expectancy Disconfirmation
Theory (Reza Amri et al., 2020). However,
quantifying satisfaction is merely the diagnos-
tic starting point. To achieve true managerial
relevance, IPA acts as the strategic translatio-
nal tool, mapping these evaluated attributes
into precise priority quadrants (Kesumajayan-
syah & Yuwono, 2014).

This tripartite integration represents a
significant methodological advancement for
higher education management. It deliberate-
ly shifts the institutional focus from a purely
evaluative stance, simply measuring “what”



Teguh Hardi Raharjo et. al. / Dinamika Pendidikan 21 (1) (2026) 1-12

the quality level is, to a prescriptive, strategic
orientation that dictates "how” to objectively
allocate limited institutional resources. By pre-
cisely identifying which service dimensions
require immediate intervention and which de-
mand maintenance, university management
can avoid arbitrary or politically driven budget
allocations. Ultimately, this evidence-based
diagnostic foundation is imperative for culti-
vating Sustainable Service Quality (SSQ), en-
suring that institutional improvements are not
merely reactive, but actively foster long-term,
value-based loyalty among the student body.

Assessing Satisfaction Levels and Improve-
ment Priorities

The empirical assessment using the CSI
revealed a satisfaction level of 71%, positio-
ning the institution within the ’Satisfied’ cate-
gory. However, interpreting this figure strictly
through the lens of Expectancy Disconfirma-
tion Theory reveals a precarious managerial
reality: while basic expectations are met, the
failure to reach the ’excellent’ threshold indi-
cates that the institution operates merely wit-
hin the students’ zone of tolerance. In a highly
competitive higher education ecosystem, mere
satisfaction is insufficient to guarantee long-
term, value-based loyalty among students.

The IPA matrix distinctly delineates
the root causes of this performance gap. Two
critical dimensions (Responsiveness and Phy-
sical Facilities) emerged in Quadrant A (high
importance, low performance), signaling an
urgent mandate for institutional intervention.
Students specifically highlighted bureaucratic
delays in academic communication, low staff
responsiveness, and outdated infrastructure
as major grievances. From a strategic ma-
nagement perspective, these are not isolated
administrative failures; they are structural
bottlenecks that fundamentally hinder the
establishment of Sustainable Service Quali-
ty (SSQ) within the university ecosystem. If
left unaddressed, these functional deficits will
progressively erode student retention, institu-
tional trust, and the university’s public image
(Khosravi et al., 2013; Umriana & Pranatami,

2022).

Conversely, attributes within the Acade-
mic and Learning Outcomes dimensions were
firmly positioned in Quadrant B, indicating
robust core strengths. This finding corrobo-
rates previous studies asserting that pedago-
gical competence, high-quality teaching, and
curriculum relevance remain the fundamental
drivers of positive academic experiences (Ba-
harsyah & Nurhasan, 2023). The fact that the
institution excels in these core academic di-
mensions is a significant asset. Nevertheless,
this high technical quality (the 'what’ of edu-
cation) is being undermined by subpar func-
tional quality (the 'how’ of service delivery,
as seen in Quadrant A). To create a holistic
educational ecosystem, institutional excellen-
ce must encompass both domains equally.

Finally, the identification of overper-
formed but marginally important attributes in
Quadrant D provides a crucial strategic pivot
for university management. It necessitates an
agile resource reallocation paradigm, where
institutional investments, both financial and
human, are systematically redirected from the
low-impact areas in Quadrant D to aggressi-
vely mitigate the high-priority deficits in Qua-
drant A. This evidence-based reallocation is
essential not only for optimizing short-term
satisfaction but also for cultivating a respon-
sive, sustainable, and student-centered acade-
mic environment.

CONCLUSION

This study concludes that the EDU-
QUAL model is more appropriate and contex-
tually relevant than SERVQUAL for measu-
ring service quality in higher education, as it
better reflects the academic environment. The
five core dimensions-Learning Outcome, Res-
ponsiveness, Physical Facilities, Personality
Development, and Academic-effectively cap-
ture students’ perceptions of the services they
receive.

The analysis shows that student sa-
tisfaction falls into the “satisfied” category,
with Responsiveness and Physical Facilities
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identified as priority areas for improvement
based on the Importance Performance Analy-
sis (IPA) results. These findings highlight the
need for strategic and continuous improve-
ments in campus services and infrastructure.

UNNES is advised to simplify service
procedures, strengthen student—staff commu-
nication, and develop technology-based ser-
vice systems. Enhancing academic facilities
should also be prioritized to create a more
conducive learning environment. Regular ser-
vice evaluations are essential to ensure impro-
vements align with students’ actual needs.

For future research, it is recommended
to broaden the scope of respondents and com-
pare the EDUQUAL model with alternative
approaches, including more in-depth empiri-
cal testing such as hypothesis testing, to furt-
her validate the model within the context of
Indonesian higher education.
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