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ABSTRAK 
 

 
Suatu organisasi yang kompetitif lembaga Pendidikan Tinggi (IKIP PGRI) 

memerlukan suatu dukungan kinerja yang menunjukan adanya manajemen berkualitas 
termasuk dalam pelayanannya. Kualitas pelayanan merupakan satu keterkaitan dengan 
manajemen organisasi, dari kedua hal tersebut akan berdampak pada peningkatan kinerja, 
dengan adanya peningkatan kinerja yang terfokus maka akan ditunjukan oleh mahasiswa 
melalui rasa adanya kepuasan tersendiri, karena harapan dan keinginannya merasa 
terpenuhi. Faktor-faktor yang dapat mempengaruhi kinerja antara lain adalah kualitas 
pelayanan yang mencakup variabel tangible (wujud fisik), reliability (keandalan), 
responsiveness (daya tanggap), assurance (jaminan), dan empathy (empati), dan kepuasan 
mahasiswa.  

Tujuan penelitian ini adalah menganalisis: (a) Pengaruh tangible, reliability, 
responsisveness, assurance, dan empathy terhadap kepuasan mahasiswa, (b) Pengaruh 
tangible, reliability, responsiveness, assurance, dan empathy terhadap kinerja, (c) 
Pengaruh  kepuasan terhadap kinerja. Metode penelitian yang digunakan adalah analisis 
jalur (Path Analysis). Populasi dan sampel penelitian ini adalah mahasiswa IKIP PGRI 
Jember, data diperoleh dengan menyebarkan kuesioner sebanyak 300 responden. Dari 300 
responden yang kembali sebanyak 200,  lalu dipilih secara acak sebanyak 125 responden.  

Hasil dari penelitian ini menunjukan bahwa: (a) Hipotesis 1  menunjukan variabel 
assurance berpengaruh signifikan dan positip terhadap kepuasan mahasiswa, dan  variabel 
empathy berpengaruh signifikan dan positip terhadap kepuasan mahasiswa, (b) hipotesis 2  
menunjukan variabel assurance berpengaruh signifikan dan positip terhadap kinerja, dan 
pada empathy berpengaruh signifikan dan positip terhadap kinerja, (c) hipotesis 3  
menunjukan variabel kepuasan berpengaruh signifikan dan positip terhadap kinerja. 
 
Kata Kunci : Kualitas Pelayanan: tangible, reliability, responsiveness, assurance, 

empathy, Kepuasan, dan Kinerja. 
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ABSTRACT 
 

As an organization facing competition IKIP PGRI Jember requires a particular 
level of performance which indicates a quality management including its services. The 
quality of service is related to management of organization which will influence 
improvement of performance. The presence of a focused improvement of performance 
will allow students to achieve satisfaction because their wants and expectations are 
fulfilled. Based on several empirical studies, a number of factors that concern with the 
quality of performance and influence performance are identified namely, tangibility, 
reliability, responsiveness, assurance, empathy, and students’ satisfaction. This research 
aims to identify and analyze the followings: (a) the relation of such five dimensions as 
tangibility, reliability, responsiveness, assurance and empathy to existence; (b) the relation 
of tangibility, reliability, responsiveness, assurance and empathy to students satisfaction; 
(c) the relation of tangibility, reliability, responsiveness, assurance and empathy to 
performance; (d) the relation among service quality, students’ satisfaction and 
performance. The research method used is the Path Analysis. The consisteng of population 
and sample are students. Data were obtained from questionnaires are 300 respondents, 
from which 200 questionnaires were returned, using random sampling technique, a final 
sample of random 125 respondents. The data analysis uses a validity test, reliability test, 
normality test, multi-colinearity test, heteroskedastisity test, autocorrelation test, t-test, and 
past analysis.  The results of analysis show that: (a) Assurance influences students’ 
satisfaction significantly and positively, and indicating that the empathy variable 
influences students’ satisfaction significantly and positively; (b) assurance influences 
performance significantly and positively, and with  in which the empathy variable 
influences performance significantly and positively; (c)  satisfaction influences 
performance significantly and positively.  

 
Keywords: Service Quality; tangibility, reliability, responsiveness, assurance, empathy; 

Satisfaction, and Performance 
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