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Abstract
 

___________________________________________________________________ 
This study aims to develop a strategic model to improve the quality of services at the Integrated 

Police Service Center (SPKT) by applying the SERVQUAL gap analysis framework. In the context 

of public service reform and digital transformation, SPKT plays a crucial role as the frontline of 

police services, directly influencing public trust and satisfaction. However, various reports and 

surveys indicate persistent gaps between public expectations and the actual performance of SPKT, 

particularly in dimensions such as responsiveness, empathy, and procedural clarity. Using a mixed-

methods approach, this research combines quantitative analysis of service quality gaps across the 

five SERVQUAL dimensions tangibles, reliability, responsiveness, assurance, and empathy with 

qualitative validation through interviews and focus group discussions. The study was conducted at 

the Grobogan Police Department, involving community members as service users and key 

stakeholders as informants. Findings reveal significant negative gaps in several service dimensions, 

indicating areas where public expectations exceed perceived service delivery. Responsiveness and 

assurance emerged as the most critical dimensions requiring improvement. Furthermore, the study 

highlights the limited integration of digital service platforms with human-centered service quality, 

emphasizing the need for a balanced approach that combines technological innovation with 

empathetic, transparent, and reliable human interaction.The research contributes theoretically by 

expanding the application of SERVQUAL in the context of police services in Indonesia, an area that 

remains underexplored. Practically, it offers a validated strategic model tailored to the operational 

realities of SPKT, providing actionable recommendations for service enhancement. The model 

emphasizes continuous training, stakeholder engagement, and the integration of ethical values and 

digital tools to support sustainable public service excellence. 
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INTRODUCTION 

In the midst of bureaucratic reform and the 

digital transformation of public services, the 

demand for fast, transparent, and responsive 

service delivery has become increasingly urgent. 

The Integrated Police Service Center (SPKT) 

serves as the frontline of police-public interaction, 

playing a strategic role in fostering public trust 

and ensuring community safety. Despite various 

innovations, including digital reporting systems 

and integrated information platforms, public 

complaints persist regarding slow service, unclear 

procedures, and inadequate officer 
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responsiveness. These issues highlight a 

significant gap between public expectations and 

the actual performance of SPKT services. 

To address this gap, the SERVQUAL 

model offers a structured framework for 

evaluating service quality across five key 

dimensions: tangibles, reliability, responsiveness, 

assurance, and empathy. This model enables 

organizations to identify discrepancies between 

user expectations and perceptions, providing a 

data-driven foundation for strategic service 

improvements. While SERVQUAL has been 

widely applied in sectors such as education, 

healthcare, and finance, its application in police 

services particularly in Indonesia remains limited 

and underexplored. 

The urgency of improving SPKT services 

is further underscored by the increasing 

complexity of public safety challenges and the 

need for effective citizen engagement. SPKT is 

not merely an administrative unit; it is the 

gateway through which citizens report crimes and 

seek assistance. Therefore, the quality of 

interaction, clarity of procedures, and 

responsiveness of officers directly influence 

public satisfaction and willingness to cooperate 

with law enforcement. 

Existing studies often focus on internal 

evaluations or descriptive analyses without 

offering actionable strategies tailored to the 

unique context of police services. Moreover, 

many recommendations lack validation through 

stakeholder engagement or qualitative methods 

such as interviews and focus group discussions. 

This limits their practical applicability and long-

term impact. Additionally, the integration of 

SERVQUAL with the Technology Acceptance 

Model (TAM) remains rare, despite its potential 

to provide a comprehensive understanding of 

both service quality and user acceptance of digital 

platforms. 

Another critical gap lies in the limited 

exploration of demographic factors such as age, 

gender, education, and socioeconomic 

background that shape public perceptions of 

SPKT services. Understanding these variations is 

essential for designing inclusive and effective 

service strategies. Furthermore, the lack of 

longitudinal studies on the implementation and 

sustainability of service improvement models 

hampers efforts to institutionalize best practices 

within police organizations. 

This research seeks to fill these gaps by 

conducting a mixed-methods study that 

combines quantitative SERVQUAL analysis 

with qualitative validation. It aims to design a 

strategic model that is both comprehensive and 

practical, tailored to the operational realities of 

SPKT. By engaging stakeholders and 

incorporating public feedback, the study aspires 

to produce a model that enhances service quality, 

strengthens institutional legitimacy, and 

promotes active citizen participation in public 

safety efforts. 

Ultimately, the goal is to contribute to the 

realization of excellent public service in the 

policing sector one that is responsive, empathetic, 

and aligned with the evolving needs of society. 

 

METHOD 

This study employed a mixed-methods 

approach combining quantitative and qualitative 

techniques to analyze service quality gaps and 

design a strategic improvement model for SPKT. 

The research was conducted at the Grobogan 

Police Department, focusing on public services 

provided by the Integrated Police Service Center 

(SPKT). 

Quantitatively, the SERVQUAL model 

was used to measure gaps between public 

expectations and perceptions across five 

dimensions: tangibles, reliability, responsiveness, 

assurance, and empathy. Data were collected 

through structured questionnaires distributed to 

community members who had interacted with 

SPKT services. The instrument was validated 

using KMO and reliability tests, followed by 

classical assumption testing and hypothesis 

analysis to identify priority dimensions for 

improvement. 

Qualitatively, in-depth interviews and 

Focus Group Discussions (FGD) were conducted 

with key stakeholders, including SPKT officers, 

community leaders, and service users. This stage 

aimed to validate the strategic model and ensure 
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its contextual relevance and practical 

applicability. 

The final output was a comprehensive 

strategic model for service quality enhancement, 

developed through integration of quantitative 

findings and qualitative insights. This model was 

evaluated for feasibility and relevance by experts 

in public service and police administration. 

 

RESULTS AND DISCUSSIONS 

The study revealed significant gaps 

between public expectations and perceptions of 

SPKT service quality across all five SERVQUAL 

dimensions. Quantitative analysis showed that 

the largest negative gaps occurred in 

responsiveness and assurance, indicating that the 

public perceives SPKT officers as insufficiently 

prompt and lacking in confidence-building 

behavior. Empathy and reliability also showed 

moderate gaps, while tangibles (physical facilities 

and appearance) had the smallest gap. 

Instrument testing confirmed the validity 

and reliability of the SERVQUAL-based 

questionnaire, with KMO values exceeding 

acceptable thresholds and Cronbach’s alpha 

indicating strong internal consistency. Classical 

assumption tests (normality, multicollinearity, 

and heteroscedasticity) supported the robustness 

of the regression model used to identify priority 

dimensions for improvement. 

Qualitative findings from interviews and 

Focus Group Discussions (FGD) reinforced the 

quantitative results. Respondents emphasized the 

need for better communication, clearer 

procedures, and more empathetic interactions. 

Stakeholders also highlighted the importance of 

integrating ethical values and digital tools to 

enhance service delivery. 

The strategic model developed from 

these findings includes three core components: 

(1) service behavior improvement through 

training and ethical reinforcement, (2) digital 

system optimization aligned with user needs, and 

(3) participatory evaluation involving community 

feedback. This model was validated by experts 

and deemed feasible for implementation within 

the operational context of SPKT. 

The discussion underscores that 

improving SPKT service quality requires more 

than technical upgrades it demands cultural 

change, stakeholder engagement, and sustained 

commitment to public-centered service. The 

integration of SERVQUAL and TAM 

frameworks provides a comprehensive lens to 

evaluate both service performance and 

technology acceptance, offering a balanced 

strategy for reform. 

 

CONCLUSION  

This study concludes that significant 

service quality gaps exist within the Integrated 

Police Service Center (SPKT), particularly in the 

dimensions of responsiveness, assurance, and 

empathy. These gaps reflect a mismatch between 

public expectations and the actual performance of 

SPKT services, which can undermine public trust 

and satisfaction. 

By applying the SERVQUAL gap 

analysis model, the research successfully 

identified priority areas for improvement and 

provided empirical evidence to support strategic 

decision-making. The integration of quantitative 

findings with qualitative insights gathered 

through interviews and Focus Group Discussions 

enabled the development of a comprehensive and 

contextually relevant strategic model. 

The proposed model emphasizes three 

key pillars: enhancing service behavior through 

ethical and communication training, optimizing 

digital service systems to meet user needs, and 

fostering participatory evaluation involving 

community feedback. This approach ensures that 

service improvements are not only technically 

sound but also socially responsive and 

sustainable. 

Ultimately, the study contributes both 

theoretically and practically to the field of public 

service management. It expands the application 

of SERVQUAL in the policing context and offers 

actionable strategies to improve service quality at 

SPKT. The validated model serves as a practical 

guide for SPKT leadership and policymakers in 

their efforts to deliver excellent, citizen-centered 

public services. 

 



Prasetyo, et al./ Educational Management  15 (1) 2026 12 - 19 

15 

 

ACKNOWLEDGEMENT  

The author would like to express sincere 

gratitude to Universitas Negeri Semarang, 

particularly the Master of Educational 

Administration program, for the academic 

support and learning opportunities provided 

during the completion of this thesis. 

 

REFERENCES 

 

Adhikari, Y. (2023). Developing the Contextualized 

SERVQUAL Instrument for Measuring the 

Service Quality of Nepali Resorts: An 

Application of the Modified Delphi Technique. 

Sage Open, 13(3). 

https://doi.org/10.1177/21582440231195952 

Agung, E., & Himawan, R. (2023). Innovation of 

Public Service SIM Cak Bhabin towards 

Service Quality and Public Trust. Jurnal 

Litbang POLRI. 

Angusamy, A., Yee, C. J., & Kuppusamy, J. (2022). E-

Banking: An empirical study on customer 

satisfaction. Journal of System and Management 

Sciences, 12(4), 32–48. 

https://doi.org/10.33168/JSMS.2022.0402 

Angusamy, A., Yee, C. J., & Kuppusamy, J. (2022). E-

Banking: An Empirical Study on Customer 

Satisfaction. Journal of System and Management 

Sciences. 

https://doi.org/10.33168/JSMS.2022.0402 

Cai, J. (2021). A Study on Quality Evaluation of 

College English Translation Teaching Based on 

SERVQUAL Model. Proceedings 2021 13th 

International Conference on Measuring Technology 

and Mechatronics Automation Icmtma 2021, Query 

date: 2025-07-30 08:20:46, 771–774. 

https://doi.org/10.1109/ICMTMA52658.202

1.00177 

Casella, G., & Berger, R. L. (2021). Statistical inference 

(3rd ed.). New York: Cengage Learning. 

Castillo-Picón, J., Nagadeepa, C., Rani, I., Angulo-

Cabanillas, L., Vílchez-Vásquez, R., Manrique-

Cáceres, J., & Allauca-Castillo, W. J. (2024). 

Guest Perception of Technology vs. Human 

Interaction in Hotel Check-in Process 

Implication for Service Quality. In B. Alareeni 

& A. Hamdan (Eds.), Technology and Business 

Model Innovation: Challenges and Opportunities 

(Vol. 923, pp. 81–95). Springer Nature 

Switzerland. https://doi.org/10.1007/978-3-

031-55911-2_8 

Cavusoglu, M., Collins, G. R., DeMicco, F., & 

Cobanoglu, C. (2025). Robot Acceptance and 

Service Quality in Food Delivery: An 

Expanded TAM-based Study. International 

Journal of Human–Computer Interaction, 1–16. 

https://doi.org/10.1080/10447318.2024.2445

112 

Dinçer, H. (2020). SERVQUAL-based evaluation of 

service quality in Turkish health industry with 

fuzzy logic. Interdisciplinary Perspectives on 

Operations Management and Service Evaluation, 

Query date: 2025-07-30 08:20:46, 213–231. 

https://doi.org/10.4018/978-1-7998-5442-

5.ch011 

Duy, L. V., & Tran, N. H. M. (2023, November 3). A 

study on students' satisfaction with blended 

learning methods: A case study at FPT 

Education. In Proceedings of the 2023 6th 

International Conference on Educational 

Technology Management (pp. 92–97). ACM. 

https://doi.org/10.1145/3637907.3637960 

Firdaus, I. (2020). Application of Fuzzy Servqual 

Method to Measure User Satisfaction of Mooc 

Service Quality. E3s Web of Conferences, 

202(Query date: 2025-07-30 08:20:46). 

https://doi.org/10.1051/e3sconf/2020202140

07 

Gilavand, A. (2022). The Quality of Services of Iran 

University Hospitals Based on SERVQUAL’s 

Evaluation Model: A Systematic Review and 

Meta-Analysis. Frontiers in Public Health, 

10(Query date: 2025-07-30 08:20:46). 

https://doi.org/10.3389/fpubh.2022.838359 

Ibrahim, M. S. (2020). Validating Service Quality 

(SERVQUAL) in Healthcare: Measuring 

Patient Satisfaction Using their Perceptions in 

Jordan. Journal of Information and Knowledge 

Management, 19(1). 

https://doi.org/10.1142/S0219649220400213 

Ideham, M., & Nicodemus, L. (2023). The Analysis of 

Public Service Quality in the Issuance of Police 

Clearance Certificate (SKCK) at Lamandau 

Police Resort. Sociopolis Journal 

Jonkisz, A. (2021). SERVQUAL method as an “old 

new” tool for improving the quality of medical 

services: A literature review. International 

Journal of Environmental Research and Public 

Health, 18(20). 

https://doi.org/10.3390/ijerph182010758 

Jonkisz, A. (2022). The Servqual Method as an 

Assessment Tool of the Quality of Medical 

Services in Selected Asian Countries. 

International Journal of Environmental Research 



Prasetyo, et al./ Educational Management  15 (1) 2026 12 - 19 

16 

 

and Public Health, 19(13). 

https://doi.org/10.3390/ijerph19137831 

Khamis, M., & van der Weide, T. (2016). Conceptual 

framework for sustainable e-government 

implementation in low infrastructure situation. 

Proceedings of the European Conference on e-

Government, 283–290. Academic Conferences 

International Limited. 

Khan, S. A., Epoc, F., Gangwar, V. P., Ligori, T. A. 

A., & Ansari, Z. A. (2021). Will online banking 

sustain in Bhutan post Covid-19? A 

quantitative analysis of the customer e-

satisfaction and e-loyalty in the Kingdom of 

Bhutan. Transnational Marketing Journal, 9(3), 

621–630. 

https://doi.org/10.33182/tmj.v9i3.1288 

Khan, S. A., Epoc, F., Gangwar, V. P., Ligori, T. A. 

A., & Ansari, Z. A. (2021). Will Online 

Banking Sustain in Bhutan Post Covid-19? A 

Quantitative Analysis of The Customer E-

Satisfaction and E-Loyalty in The Kingdom of 

Bhutan: A Quantitative analysis of the 

customer e-satisfaction and e-loyalty. 

Transnational Marketing Journal, 9(3). 

https://doi.org/10.33182/tmj.v9i3.1288 

Kolat, D. (2020). Measuring Service Quality in the 

Logistic Sector by Using Servqual and Best 

Worst Method. Lecture Notes in Mechanical 

Engineering, Query date: 2025-07-30 08:20:46, 

720–731. https://doi.org/10.1007/978-3-030-

31343-2_61 

Kubińska-Jabcoń, E. (2022). Evaluation Of Service 

Quality Measurement Using The Modified 

Servqual Method - Case Study On The Basis Of 

Motorol Company. International Journal for 

Quality Research, 16(4), 1179–1196. 

https://doi.org/10.24874/IJQR16.04-14 

Kusonwattana, P. (2020). Efficiency Enhancement in 

Rail Freight Service in Thailand Using 

Servqual Model. 2020 IEEE 7th International 

Conference on Industrial Engineering and 

Applications Iciea 2020, Query date: 2025-07-30 

08:20:46, 847–853. 

https://doi.org/10.1109/ICIEA49774.2020.9

102020 

Lee, P. C. (2022). A comparative study of positive and 

negative electronic word-of-mouth on the 

SERVQUAL scale during the COVID-19 

epidemic—Taking a regional teaching hospital 

in Taiwan as an example. BMC Health Services 

Research, 22(1). 

https://doi.org/10.1186/s12913-022-08930-2 

Lenny, P. Y., & Kridanto, S. (2019). Analysis of user 

acceptance, service quality, and customer 

satisfaction of hospital management 

information system. Journal of Physics: 

Conference Series, 1193(1), 012001. 

https://doi.org/10.1088/1742-

6596/1193/1/012001 

Lopo, C. (2021). Evaluation of Undata Public Hospital 

Service Quality and Performance Using 

SERVQUAL Method: Post Multi Disaster 

(Earthquake, Tsunami, and Liquefaction) in 

Palu, Central Sulawesi, Indonesia. Malaysian 

Journal of Medicine and Health Sciences, 17(Query 

date: 2025-07-30 08:20:46), 31–36. 

Lubis, M. (2021). Customer satisfaction assessment 

coffee roaster restaurant using SERVQUAL: 

Utilization of customer relationship 

management (CRM) application. ACM 

International Conference Proceeding Series, Query 

date: 2025-07-30 08:20:46, 85–92. 

https://doi.org/10.1145/3456146.3456160 

Luke, R. (2020). An analysis of the quality of public 

transport in Johannesburg, South Africa using 

an adapted SERVQUAL model. Transportation 

Research Procedia, 48(Query date: 2025-07-30 

08:20:46), 3562–3576. 

https://doi.org/10.1016/j.trpro.2020.08.095 

Malathi, A. (2022). Validating the relationship 

between service quality, patient sensitivity and 

experience towards medical applications using 

SERVQUAL. International Journal of Medical 

Informatics, 168(Query date: 2025-07-30 

08:20:46). 

https://doi.org/10.1016/j.ijmedinf.2022.1048

83 

Mehrotra, D. (2020). Results of mapping patients 

expectation using SERVQUAL. Journal of 

Healthcare Quality Research, 35(6), 381–390. 

https://doi.org/10.1016/j.jhqr.2019.11.008 

Mishra, S. S., & Geleta, A. T. (2020). Can an e-

government system ensure citizens’ satisfaction 

without service delivery? International Journal of 

Public Administration, 43(3), 242–252. 

https://doi.org/10.1080/01900692.2019.1628

053 

Mishra, S. S., & Geleta, A. T. (2020). Can an E-

Government System Ensure Citizens’ 

Satisfaction without Service Delivery? 

International Journal of Public Administration, 

43(3), 242–252. 

https://doi.org/10.1080/01900692.2019.1628

053 



Prasetyo, et al./ Educational Management  15 (1) 2026 12 - 19 

17 

 

Mitropoulou, A. D. (2021). Using a Modified 

SERVQUAL Approach to Assess the Quality 

of Supply Chain Services in Greek Online 

Supermarkets. Logistics, 5(4). 

https://doi.org/10.3390/logistics5040069 

Nurwahyudi, N. (2021). Analysis of customer 

satisfaction in freight forwarder industry using 

servqual, ipa and fmea methods. Pomorstvo, 

35(1), 109–117. 

https://doi.org/10.31217/p.35.1.12 

Oli, A. A. (2023). A study related to product service 

systems (PSS), SERVQUAL and knowledge 

management system (KMS) – A review. 

Materials Today Proceedings, 80(Query date: 

2025-07-30 08:20:46), 3579–3584. 

https://doi.org/10.1016/j.matpr.2021.07.321 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. 

(1990). Delivering quality service: Balancing 

customer perceptions and expectations. Free Press. 

Park, S. J. (2022). Assessing recommendation on a 

combination analysis of SERVPERF (or 

SERVQUAL) and IPA. Total Quality 

Management and Business Excellence, 33(15), 

1777–1798. 

https://doi.org/10.1080/14783363.2021.2001

327 

Permata Sari, N., Hidayat, F., & Lestari, D. (2023). 

Transformative Service and Public Satisfaction: 

Insights from Indonesia’s Public Service Malls. 

Jurnal Administrasi Publik Universitas Medan 

Area 

Ph.D., USB, Chandigarh University, India, Sharma, 

V., Taneja, S., Gupta, M., Jangir, K., & Ozen, 

E. (2023). Impact of Service Quality on 

Behavioural Intention to Use Fin Tech 

Payment Services: An Extension of 

SERVEQUAL Model. Asia Pacific Journal of 

Information Systems, 33(4), 1093–1117. 

https://doi.org/10.14329/apjis.2023.33.4.109

3 

Prayudha, A. R. (2020). Analysis of student 

satisfaction of UPI SPOT e-learning services in 

UPI postgraduate Bandung, Indonesia, using 

the Fuzzy-Servqual Method. Iop Conference 

Series Materials Science and Engineering, 830(3). 

https://doi.org/10.1088/1757-

899X/830/3/032009 

Przybytniowski, J. W. (2023). Servqual Method In 

Studying Service Quality Of Travel Insurance. 

Business Theory and Practice, 24(1), 282–290. 

https://doi.org/10.3846/btp.2023.17406 

Putri, H. M. (2021). Measuring service quality of halal 

certification in Indonesia food industry using 

Fuzzy-SERVQUAL method for service quality 

improvement. Proceedings of the International 

Conference on Industrial Engineering and 

Operations Management, Query date: 2025-07-30 

08:20:46, 1782–1791. 

Rahmat, T. (2021). ServQual and WebQual 4.0 for 

usability check academic information system of 

private university. Journal of Physics Conference 

Series, 1869(1). https://doi.org/10.1088/1742-

6596/1869/1/012097 

Riyanto, T., Setiawan, R., & Fitriani, D. (2023). 

Analysis of Public Satisfaction With Servqual 

and SWOT Approaches on BPOM Public 

Services in Pangkal Pinang. East South 

Management and Business Journal. 

Sangpikul, A. (2022). OBTAINING AN IN-DEPTH 

UNDERSTANDING OF THE 

ASSURANCE DIMENSION OF 

SERVQUAL IN THE SPA INDUSTRY: A 

CASE OF SPAS IN BANGKOK. Tourism and 

Hospitality Management, 28(2), 381–396. 

https://doi.org/10.20867/thm.28.2.8 

Sangpikul, A. (2023). Acquiring an in-depth 

understanding of assurance as a dimension of 

the SERVQUAL model in regard to the hotel 

industry in Thailand. Current Issues in Tourism, 

26(3), 347–352. 

https://doi.org/10.1080/13683500.2022.2047

163 

Shannaq, B. (2023). Generating an integrated SWOT 

strategy from the SERVQUAL survey results-

the need for a comparative assessment of 

telecommunication companies in Oman. Aip 

Conference Proceedings, 3015(1). 

https://doi.org/10.1063/5.0188360 

Sharka, R. (2024). Measuring the impact of dental 

service quality on revisit intention using an 

extended SERVQUAL model. Frontiers in Oral 

Health, 5(Query date: 2025-07-30 08:20:46). 

https://doi.org/10.3389/froh.2024.1362659 

Sharma, V., Jangir, K., Gupta, M., & Rupeika-Apoga, 

R. (2024). Does service quality matter in 

FinTech payment services? An integrated 

SERVQUAL and TAM approach. International 

Journal of Information Management Data Insights, 

4(2), 100252. 

https://doi.org/10.1016/j.jjimei.2024.100252 

Sharma, V., Jangir, K., Gupta, M., & Rupeika-Apoga, 

R. (2024). Does service quality matter in 

FinTech payment services? An integrated 

SERVQUAL and TAM approach. International 

Journal of Information Management Data Insights, 



Prasetyo, et al./ Educational Management  15 (1) 2026 12 - 19 

18 

 

4(2), 100252. 

https://doi.org/10.1016/j.jjimei.2024.100252 

Sharma, V., Taneja, S., Gupta, M., Jangir, K., & Ozen, 

E. (2023). Impact of service quality on 

behavioural intention to use FinTech payment 

services: An extension of SERVQUAL model. 

Asia Pacific Journal of Information Systems, 33(4), 

1093–1117. 

https://doi.org/10.14329/apjis.2023.33.4.109

3 

Shi, Z. (2020). A review on quality of service and 

servqual model. Lecture Notes in Computer Science 

Including Subseries Lecture Notes in Artificial 

Intelligence and Lecture Notes in Bioinformatics, 

12204(Query date: 2025-07-30 08:20:46), 188–

204. https://doi.org/10.1007/978-3-030-

50341-3_15 

Sholikah, M., & Sutirman, S. (2020). How technology 

acceptance model (TAM) factors of electronic 

learning influence education service quality 

through students’ satisfaction. TEM Journal, 

9(3), 1221–1226. 

https://doi.org/10.18421/TEM93-50 

Sholikah, M., & Sutirman, S. (2020). How Technology 

Acceptance Model TAM)Factors of Electronic 

Learning Influence Education Service Quality 

through Students’ Satisfaction. TEM Journal, 

1221–1226. 

https://doi.org/10.18421/TEM93-50 

Singh, A. (2020). SERVQUAL (service quality) vs 

NPS (net promoter score): A comparative study 

of private and public hospitals in Sikkim. Indian 

Journal of Marketing, 50(10), 23–39. 

https://doi.org/10.17010/ijom/2020/v50/il0-

ll/155840 

Siregar, Y. (2021). Pengaruh Pelatihan Pelayanan 

Prima terhadap Kinerja Anggota Polri. 

Universitas Gadjah Mada Institutional 

Repository. 

Sitaraman, P. (2020). Assessment of service quality in 

special care dentistry department using 

SERVQUAL model. Journal of Indian Academy 

of Oral Medicine and Radiology, 32(3), 209–215. 

https://doi.org/10.4103/jiaomr.jiaomr_69_20 

Stević, Ž. (2022). Evaluation Of Dimensions Of 

Servqual Model For Determining Quality Of 

Processes In Reverse Logistics Using A Delphi 

– Fuzzy Piprecia Model. Romanian Journal of 

Economic Forecasting, 25(1), 139–159. 

Sukardi. (2022). The Quality of Entrepreneurship 

Development Service Vocational High School: 

Assesment with Servqual Model. Journal of 

Educational and Social Research, 12(2), 126–139. 

https://doi.org/10.36941/jesr-2022-0039 

Sularto, B. (2021). Analisis Kualitas Layanan 

Penyedia Data di Indonesia Menggunakan 

Metode SERVQUAL. Jurnal Teknologi 

Informasi dan Ilmu Komputer (Universitas 

Brawijaya). 

Taran, A. M. (2022). Evaluating the Level of the 

Shuttle Service Quality at Al al-Bayt University 

Campus Using the SERVQUAL Model. 

International Journal of Sustainable Development 

and Planning, 17(6), 1905–1915. 

https://doi.org/10.18280/ijsdp.170625 

Tehranineshat, B. (2022). Assessing the Expectations 

and Perceptions of Nursing Students regarding 

the Educational Services in a School of Nursing 

and Midwifery Based on the SERVQUAL and 

Kano Models: A Case Study. Hospital Topics, 

100(1), 26–34. 

https://doi.org/10.1080/00185868.2021.1913

080 

Tumbuan, R. A., & Soepeno, A. (2022). The Effect of 

the SERVQUAL Dimension on Customer 

Satisfaction of PT PLN (Persero) UID 

Suluttenggo, ULP South Manado. Jurnal 

Manajemen Bisnis dan Inovasi. 

Vu, D. L., & Tran, N. H. M. (2023). A study on 

students’ satisfaction with Blended Learning 

methods: A case study at FPT Education. 

Proceedings of the 2023 6th International Conference 

on Educational Technology Management, 92–97. 

https://doi.org/10.1145/3637907.3637960 

Widianto, A., & Zunaidi, F. (2022). Measuring the 

Level of Public Service Quality Using 

SERVQUAL Method in Gayungan Village, 

Surabaya City. Jurnal Transformasi 

Pemerintahan, IPDN. 

Wu, H. (2024). Research on Multidimensional Factors 

Impacting Willingness of Intelligent Customer 

Service Systems. 2024 6th International 

Conference on Machine Learning, Big Data and 

Business Intelligence (MLBDBI), 53–56. 

https://doi.org/10.1109/MLBDBI63974.2024

.10824034 

Yanwar, D., & Suhartini, E. (2022). Analisis Kualitas 

Pelayanan Publik Menggunakan Metode 

Service Quality dan Importance Performance 

Analysis pada Kantor Kecamatan Soko, 

Kabupaten Tuban. Jurnal Riset Sains dan 

Teknologi 

Yesmin, M. N. (2023). SERVQUAL to Determine 

Relationship Quality and Behavioral 

Intentions: An SEM Approach in Retail 



Prasetyo, et al./ Educational Management  15 (1) 2026 12 - 19 

19 

 

Banking Service. Sustainability Switzerland, 

15(8). https://doi.org/10.3390/su15086536 

Yörük, T., Akar, N., & Özmen, N. V. (2024). Research 

trends on guest experience with service robots 

in the hospitality industry: A bibliometric 

analysis. European Journal of Innovation 

Management, 27(6), 2015–2041. 

https://doi.org/10.1108/EJIM-09-2022-0530 

Zhao, J., Liu, Q., Son, H., & Liu, Y. (2025). Errand 

delivery adoption by business users: Integrated 

perceived SERVQUAL model within TOE-

TAM model. Research in Transportation Business 

& Management, 59, 101313. 

https://doi.org/10.1016/j.rtbm.2025.101313 

Zhao, J., Liu, Q., Son, H., & Liu, Y. (2025a). 

Corrigendum to “Errand delivery adoption by 

business users: Integrated perceived 

SERVQUAL model within TOE- TAM 

model” [Research in Transportation Business 

& Management, Volume 59, March 2025, 

101313]. Research in Transportation Business & 

Management, 59, 101326. 

https://doi.org/10.1016/j.rtbm.2025.101326 

Zhao, J., Liu, Q., Son, H., & Liu, Y. (2025b). Errand 

delivery adoption by business users: Integrated 

perceived SERVQUAL model within TOE- 

TAM model. Research in Transportation Business 

& Management, 59, 101313. 

https://doi.org/10.1016/j.rtbm.2025.101313 

. 

 


