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ABSTRACT

The aim of this research is to examine the sergigality on Strata one program Faculty of EconomgauRi
University by compare between students’ expectatisith students’ perceptions of service qualityt ttheey

have been received. While the benefits of thisarekeare as guideline for constitution party in erdto

maintain the quality and improve their the servipeality by fixing things that can lead the poorsee quality

by using conceptual mode of the gap between threeptons and expectations of students / customers.

Analysis that used is SERVQUAL analysis to meatiwgedimension of service quality wherein it has 5
dimensions, among others: Tangible, Reliability sptasiveness, Assurance, and Empathy, used Mitrosof
Excel which the results are the gap between expentaand perceptions. And for examine whethegtqe are
significant or not by using SPSS 16.0.The nextwipmapping the position of each service qualityethsions

to each quadrant with Importance Performance Asial

Result of this research is there were found gapvbeh expectations and students’ perceptions tedineice
quality in Faculty of Economy at Riau Universityiththe level of expectations are 4,54 while petices are
3,44, score of the gap Sevqual have negative vatuasount of -1,10. And the IPA analysis resutived that
all items or dimensions have negative gaps, theeeBatems of 22 items on quadrant A or main ptiowhich
indicated weak services quality in Faculty of Ecmiyoat Riau University so that it means the sergigality in
Faculty of Economy still need improvement.

Keyword: Servqual, Importance Performance Anlyasis, andiSemuality of Education

I. Introduction

Quality is an important aspect for the developrmanthe company. Currently, most consumers starnake
quality as the main parameter in opting for a pobdiservice. Moreover, the quality is often a potional tool
that automatically lowers able to increase the galae of products / services company. In educatios issue

of quality education services is particularly imgamt as key to the success of any educationatutisti is able

to provide higher quality for its students. The lgyaof these services can be a supporting infrestire of
education, quality of lecturers / education, qyatif employees, curriculum materials, governandee fole of
educational institutions as one of the organizatitrat manage human resources into quality resswasen
important output makes higher education institigido continue to spur him to adapt and innovate to
environmental changes in order to survive and éxigte course of the development of educationalices.

The college is the service institutions in the dielf education, although in its operation does not
promote profit as a primary goal, providing excetlservice to students is a must as a for-profitleges in
providing services have specific characteristicsctvtcan not be equated with service institutionseotthan
universities. For example, the services providedsttalents bound by the rules of universities anghetli
Education. Riau University is one of the institassoof State for Higher Education, which had stoodes 1962
until now and the Faculty of Economics, Universitfy Riau in 1963 (The handbook Faculty of Economics,
University of Riau). Faculty of Economics, Univeysof Riau as an institution of education servicelated to
the development of human resources is one of thaifa establishments for students who wish to peifsigher
education to especially in Riau.
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Table 1: Number of Students of Faculty of Econoinigsiversity of Riau in S1 According to the Depagimh
and Year Forces

Year Department Number of

No | Forces | Economics| Management ScienceAccounting Sciences students
(person)

1 2011 121 230 186 537

2 2012 242 345 441 1.028

3 2013 272 353 407 1.032

4 2014 285 324 429 1.038

5 2015 295 353 392 1.040

Total Student 4.675

Source: Riau university rector

It can be seen from the sheer number of students ahlbose majors in the Faculty of Economics
increased from year to year from each departmeatcan be seen an increase in the number of studergs
highest in 2015 amounted to 1,040 people and 58p@lpén 2011 that for all the majors at Strata Gaeulty of
Economics, University of Riau. Faculty of Economies sought to develop the implementation of edtat
and learning as well as possible. This is becahseetis the realization that one of the main taskshe
university is carrying out the process of learniagd teaching. The education system in the Facuity o
Economics as well as other faculties that are enmirent of the University of Riau, carried out oe thasis of
the curriculum developed with the goals and obyestiof the study or program. With the functions datles of
the Faculty of Economics can be categorized ascygservices as a consequence of the opening direke
market, not only the economic world are competibhghational and international level, but also ediorat
Services mentioned here lies in providing educasienvices provided by the Faculty of Economics psoaider
of services to consumers as customers.

Efforts to improve the educational courses necgdsefirst determine the level of quality that Hamen
achieved as a base or base line. Based on quagumements obtained can be sought the causes qtikdity
and improvement solutions. On the services of higdducation, reference groups that influence thengt
prospective students in instilling confidence akibetquality and superiority of the college areclagsmates, b)
lecturer or professor of professional, c) studevite are active college (Kotler and Fox, 2000 inysah2012).

Customers determine the quality of higher eduoatlrough an evaluation of: (1) the suitability of
service received by the prescribed standards, d@3istency in providing services mainly scheduli(8), the
results obtained by the customers associated véteec and employment, (4) the process deliverynis i
accordance with customer needs. Measuring thetgualiservices that a lot is to use a method cosnuyi
ServQual dimensions: Physical evidence, reliabiligsponsiveness, assurance, and empathy. Serat@tiabd
used to measure the gap / gaps between perceptidrexpectations of customers.

Service Quality (SERVQUAL) is a tool designed tceamure the quality of service received by
consumers. In addition, it can be used to anallieechiuses of problems such services. Servqualwdlyze
differences in perceptions and expectations of woess regarding the services provided or the dedalap.

II.LITERATURE REVIEW

Quality is an important aspect for the developrmafnthe company. Currently, most consumers starnaie

quality as the main parameter in opting for a pobdiservice. Moreover, the quality is often a potional tool

that automatically lowers able to increase the salee of products / services company. Some expave

defined quality as "conformance to the user,"” "oomiance to requirements,” "free of irregularitiemtl so on.
According to the American Society for Quality cantrquality is the overall features and naturehef products
or services that affect its ability to satisfy ethbr implied (Kotler, 2008: 180).

Dimensions of Quality

Dimensions of quality for different goods and seed, related to the nature of both products. Pitsducthe
form of goods easier to see the level acceptandbeireyes of consumers. This happens because ddeqgbr
kongret shaped items, may be seen, and felt, satimsumers more easily in the comparison betweedugts
(goods) are like. In addition, defects that ocaurgoods easier and faster to overcome becausesalbility

visible to the human eye and instantly felt constam8atisfaction / dissatisfaction of consumergdods faster
visible, because it is perceived directly, shoatfter receiving the goods. While the dimensionghefquality of
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the product and services more slowly detected, Usecthe characteristics of the service which do¢seem to
need to do some time experience to decide on aiceemompany qualified or not qualified. In early
development, Service quality measured air

10. Response
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Figure 1: The Basic Model of Quality of Service

Service Quality

According to Kotler in Wahyuni (2014: 13) Servidesany act or acts that can be offered by one garty
another and essentially intangible, and did notlpce anything of ownership. The production proceay or
may not be associated with a physical product. Méde, according to Zeithaml and Bitner in Wahy(@915:
13), the services cover all economic activitieg tha output is not the product or the constructba physical,
which in general consumption and production is danthe same time, and the added value that ingivéhe
form of comfort, entertainment, speed and healtlthvin principle is intangible.

Services are intangible and more a process thabroess subjectively, in which production and
consumption activities take place at the same ti@uality of service is much more difficult to befided,
described and measured when compared to the qedlipyoducts / goods. Services of an act or peréomre
that creates benefits for customers at a certaie &ind place, as a result of actions to realizeléis&ed changes
in themselves or on behalf of the service recigieStanton in Arief (2007: 13) and Alma (2009: 24&)eals
the definition of services as follows:

Service Reviews those are separately identifialoliangible Essentially activities that provide want
satisfaction, and that are not necessarily tigtiecsale of a product or another service. To preduservice may
or may not require the use of tangible goods. H@rewhen such use is required, there is no tramdfdre title
(permanent ownership) to Reviews These tangiblelgoo

From some sense, it can be concluded outline bammga services is a process of activities performed
by the manufacturer (company or organization) waal diirectly with customers even though the forofahe
service does not appear to be real and to hawesa ctlationship to customer satisfaction.

The concept of quality of service is essentialtyuality standard that must be understood in progidihe
actual service of the marketing with quality seevitt is not merely a story or something corny, butst be
adapted to a decent standard, as a standard 18n@tional Standardization Organization), thataasidered
as a healthy condition for the purpose or use, t@renony with the specifications, freedom for &l faults,
forming customer satisfaction, have high credipidihd is the pride.

Factors Affecting the Quality of Service

In order to realize the competitive service systimat leads to the satisfaction of the users then
educational institutions must improve service dgyallhe factors that affect the quality of servasethe opinion
Kosasih (2009: 3), namely:
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1) The awareness factor, namely the factors thatisfoon individuals who perform a task or job,
awareness on job qualifications, the risks facect@ysumers who handled important assignments
and coverage will affect a person's behavior idideavith others,

2) Factors rule, these factors typically includi@dls that bind and is the benchmark in completijmpba

3) organizational factors, factors oraganisasiisesvmore emphasis placed on working arrangemeunts a
mechanisms that are able to produce adequate agrvic

4) Factor skill and ability, that quality of sergidés strongly influenced by the quality of the widual
abilities and skills in serving users,

5) Factors care facilities, that the high qualifyservice that must be supported by means of a iep
service to facilitate in providing services to wsser

Service Quality Model

One analytical tool that can be used for measutiegquality of services is by using the SERVQUAL
(Service Quality). Servqual by Zeithaml (1990) Dalgjitono (2006: 45) that "a cumtomer's judgmenttfoe
overall excellant or superiority of a service". SHEERVQUAL may also be defined as the extent tachviine
difference between reality and expectations of amsts with the services they receive / earn. Custom
expectations are basically the same as what kindeofices provided by the company / institutionthe
customer.

Consumers base their expectations on the informdtiey receive from the seller or service provider,
friends, and other sources. The bigger the gap dmtwexpectations and perceptions, the greater the
dissatisfaction of consumers. This shows that #te should make an honest statement about thevachénts
of their products or services so that customert datisfied. In servqual method, according to thahyni
Parasuraman et.al (2014: 16), there are five metbbthe type of gap that causes mismatches sequiakty as
well as the quality model as follows:
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Figure 2: Model Servqual
(Source: Valerie A. Zeithmal in Sangeetha, 2011)
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E. THEORETICAL FRAMEWORK

The variables measured in this study is the vagiajlality of educational services at Tier One Papg(S1)
Faculty of Economics, University of Riau where tpality of product and services provided shall bée do
meet the expectations / desires and / memuasakzettations / desires of customers (students). Figgr
dimensions of service quality that is responsivenempathy, reliability, physical evidence, and goarantee is
measured based on the variable perception and tatjpec variables. After the measurement is done, th
calculated score SERQUAL namely the difference betwperceived performance variable with expected
performance variables.

If the difference is positive performance variablge can conclude satisfied customers that will
directly impact on the successful delivery of thesevices and increased satisfaction with the serHowever,
when variables such performance is negative thenctistomer is not satisfied. If this is the casetlom
education services education institutions shoutthér improve the education services in accordamite the
principle of continuous improvement that is oriehte customer satisfaction.

Educational Services Program Tier 1 Faculty of Ecoics

v_ v v v

Reliability Assurance Responsiveness Empathy Tangible

Perceived Performance (P) 44} Expected Performance (E)

| |
v

SKOR SERVQUAL (GAP)

! : }

b >E P=E P <E
I : ¢
Very satisfie Satisfiec not satisfie:

Figure 3: Conceptual Framework

F.HYPOTHESIS

This research is a descriptive research usingeguidescriptive research can be defined as theepsoc
of solving the problem was investigated by desngbihe state of the subject and object of reseatcthne
present time based on the facts that appear omgiseaa presence. Implementation of a study desazipt
method is not limited to the collection and comidla of data, but includes the analysis and inttaifon of the
data. In addition, all collected allowed to be Rey to what is observed, and therefore this studyndt have
hitopesis research.

G. RESEARCH SITES

This research was conducted at the campus of theeksity of Riau Faculty of Economics Studies
Program Tier One (S1) located at Jalan HR. Subsdata12.5 Pekanbaru-Riau.
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H. POPULATION AND SAMPLE

The population in this study were all studentshef Faculty of Economics, University of Riau clags
2011 to 2015 amounted to 4,675 students. So thelsasize in this study were 98 students S1 Faacofity
Economics. Sampling method using stratified randampling method in which sampling technique witlarel
strata (levels) in the population.

I. TYPES AND SOURCES OF DATA

a. The primary data used in this study was obtathegugh observation or direct observation in tbenf of
opinion data from the original source, ie S1 stuslesf the Faculty of Economics, in the form of an
assessment of the performance attributes of sewyimdity and the level of interest is expected. &Dat
collected in the form of primary data on percepti@ssessment of respondents to the variable @ia¢idual
facilities, quality of lecturers or teachers, theality of service of employees, curriculum or teagh
materials, and governance.

b. Secondary data source libraries that supporiviteng of research and obtained from the relevaetature
on the issue as a basic understanding of the obfestudy and to analyze them appropriately. Thie da
obtained and collected from internal sources ottigber education institution Faculty.

J.METHOD OF DATA ANALYSIS
Validity test

Validity test used to measure whether or not atitagte or valid questionnaires. A questionnaire
considered valid if the questions on the questioanaere able to reveal something that will be mead by the
questionnaire (Ghozali, 2006: 49).
Reliability test

Reliability testing is actually a tool to meastine reliability of a questionnaire which is an icatior of
a variable or construct. A questionnaire said tordd@ble or reliable if someone answers to a dolesare
consistent or stable over time (Ghozali, 2006: 45).

Analysis of Service Quality (ServQual)

Servqual method is based on the assumption theuooers compare the performance of services on
atirbut-relevant attributes to the ideal standgpérfect for each service attribute. When the matcbxceed the
performance standards, the overall perception efgtiality of service will be positive and vice vaer$n other
words, this model analyzes the gap between thecéegbaservices (expected service) and customer pésoeof
the service received (perceived service).

This model uses a Likert scale with the calcutatibthe following formula:
SERVQUAL SCORE = SCORE P-E
Where: P = Perception customer (student) agairspéinceived performance of the actual service
E = expectations of customers (students)

Based on the model SERVQUAL, if the score is negai) means less or not good quality (the custamant
satisfied). If the score is equal to zero SERVQUMEan better quality of service (customer satisfiéfd)he
score SERVQUAL positive (+) means that service itpéd very good (very satisfied) seen by usingtam-by-
item analysis and dimension-by-dimension analysis.

Importance-Performance Analysis (IPA)

Methods Importance Performance Analysis (IPA) Vst introduced by Martilla and James (1997)
with the aim to measure the relationship betweersemer perceptions and the priority of improving tfuality
of products / services which is also known as adcprat analysis (Brant, 2000 and Latu & Everett, 209
Baskoro 2011: 25). IPA has been used in variouddfief study because of the ease to implement emdesults
that facilitate the proposed improvement of perfance (Martinez in Baskoro, 2011: 25). There arekimds of
methods for displaying data IPA (Martinez in Baska2011: 26): first place the line of intersectmumadrant on
the average value on the axis and the satisfatgio#l of priority axis handling in order to knowetlgeneral
dissemination of data located in quadrant how. 3éeond method placing the line of intersection gaatdon
the average value with the aim to find out the gjwscof each factor lies in how quadrant. The setmethod is
more widely used by researchers. IPA combines meamnt of interest rate factors / expectations and
performance levels / perception in a two-dimendigmaph that facilitate explanation of data andhgaiactical
proposals. IPA chart is divided into four quadrarased on measurements where the importance-peanfcaras
shown in Figure 4 below:
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Figure 4: Distribution of Importance perfermancea@uant Analysis
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Quadrant A: "Top Priority", this quadrant shows glements or attributes that merit a high leveingfortance
but less attention from the Faculty of Economicejvdrsity of Riau, so its performance level is lowbelow
average. It shows the location of customer didsation.

Quadrant B: "Maintain Performance", this quadranttidates the element or attribute services deenigtd h
(above average) by the customer and implementdleblfaculty of Economics well. This category intksathe
ideal aspect, because it shows that the companyahasdvantage that is considered important where
performance is above average, so that customesatisfied.

Quadrant C: "Low Priority", this quadrant indicatist elements of the services performed by thailBaof
Economics low and not considered as something itapbby customers. Aspects that are included mghbup
can be omitted from the attention of managemetiterfuture.

Quadrant D: "Too Overrated" quadrant shows elemehservices that are not so important by customdrs
carried out very well by the school managements Bhiows that the company is too focused on thectsfiwat
have little impact on customer satisfaction, sa $teuld be allocated resources on those aspetiisinategory
can be transferred to other aspects that havesshagber interest rate but has a low performance.

K. RESULTSAND DISCUSSION
Validity Test

Test the validity of this research, the numbesarfiples (n) = 98 and the amount can be calcuggetl
df = 96 to df = 96 and alpha & 0.05) was 0.198 (r see table at df = 98 witlva-sided test ). Compare the
value of Correlated Item-Total Correlation well wihe calculated r table = 0.198.

If r count larger than r table and the positiaue of items or questions or indicators are dedar
invalid (Ghozaeli, 2011: 53). And it is known alley the value of the variable count 0.198. This means that
all the items variable is declared invalid. Theutessof testing the validity of more as shown irblea2. Table 2
shows that all the indicators used to measure d@hiables used in this study had a correlation amefft greater
than 0.198 so that the results of these tests #hatvall indicators declared invalid.
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Table 2: Results of Test Validit

. Expectations Perception
No Indicator - - - - - -
r calculation information r calculation informario
1 Tangible
Indicator 1 0.588 Valid 0.226 Valid
Indicator 2 0.650 Valid 0.345 Valid
Indicator 3 0.397 Valid 0.436 Valid
Indicator 4 0.448 Valid 0.517 Valid
Indicator 5 0.342 Valid 0.363 Valid
2 Reliability
Indicator 1 0.767 Valid 0.354 Valid
Indicator 2 0.540 Valid 0.469 Valid
Indicator 3 0.667 Valid 0.526 Valid
Indicator 4 0.558 Valid 0.411 Valid
3 Responsiveness
Indicator 1 0.542 Valid 0.401 Valid
Indicator 2 0.571 Valid 0.220 Valid
Indicator 3 0.582 Valid 0.308 Valid
Indicator 4 0.615 Valid 0.359 Valid
Indicator 5 0.595 Valid 0.441 Valid
4 Assurance
Indicator 1 0.716 Valid 0.286 Valid
Indicator 2 0.625 Valid 0.456 Valid
Indicator 3 0.678 Valid 0.346 Valid
Indicator 4 0.631 Valid 0.482 Valid
5 Empaty
Indicator 1 0.715 Valid 0.449 Valid
Indicator 2 0.619 Valid 0.459 Valid
Indicator 3 0.634 Valid 0.343 Valid
Indicator 4 0.724 Valid 0.358 Valid

Source: Processed Data

Reliability Test
Table 3: Reliability Test Results

NO Indicator r Description Limit information
1 Perception 0.723 0.60 Reliable
Expectations 0.915 0.60 Reliable

Source: Processed Data

Value Cronbach Alphaof is the research instrument amounted to 0.723Herindicator / variable
perception, and 0.915 for the indicator / variaBtgpe. From number Cronbach Alphg ¢€an be concluded that
the instrument used in this study is reliable.

Analysis of Service Quality (ServQual)

After the data collection questionnaire and mada dammary customer perceptions and expectations
(students) then do the calculation of the averageevof customer perceptions and customer expeotati
Comparison of the perceptions and expectationstadests S1 Faculty of Economics of the Faculty of
Economics of the service can be seen in the fofigwable. The attributes / indicators / variablesdiin this
study include Tangible, Reliability, Responsivenesssurance, and Empaty.

Calculation Gap

Of the five dimensions can be seen the averagé ¢éexpectations and perceptions of respondeants, s
it can do a great measure the gap between peroepith expectation. Measurements conducted to dietetine
service gap S1 Faculty of Economics, which is lBssustomers (students). Measurement gap is showable
4 is done by subtracting the average perceptioth@faverage expectations of customers (student®aoh
attribute or item-by-item analysis.
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Table 4: Analysis of Gap Use Item-by-ltem Analysis

No Indicators Preception | Expectations Gap
1 | Physical lecture hall 2.99 4.56 -1.57
2 | Amenities classrooms 3.09 4.53 -1.44
3 | Facilities learning resources (Internet, library) 3.14 4.58 -1.44
4 | Supporting facilities (parking, cafeteria, phatpg, WC) 3.09 4.56 -1.47
5 | Appearance faculty and staff 4.49 4,52 -0.03
6 | Reliability in the learning process 3.91 4.40 -0.49
7 The accuracy and appropriateness of the use of itinke

learning process 3.52 4.34 -0.82
8 | The attention of lecturers to students in théulec 3.29 4.49 -1.20
9 Timeliness of services rendered academic staff /

administration / department 3.13 4.58 -1.45
10 | Lecturer responsive to the needs of studentseitecture 3.40 450 -1.10
11 Ava_ilability and alertness of the faculty in proirid

assistance to students 3.35 4.65 -1.30

The willingness and alertness of administrativeff sta
12 | department / general maupaun in helping the student

administrative issues 3.42 4.57 -1.15
13 | Ease in to see the lecturer during office hours 3.55 4.56 -1.01
14 | Lecturer arrive on time 3.60 4.57 -0.97
15 Comfort in dealing with academic staff / departméent

administration and the public 3.20 4.45 -1.25
16 | Friendliness of the staff in providing service 3.33 4.55 -1.22
17 The hospitality embodied academic staff / departmen

administration and general against students 3.34 4.52 -1.18
18 | Lecturer knowledgeable 4.00 4.71 -0.71
19 The responsibility of professors to the value tpegvide to

students 3.38 4.58 -1.20
20 | Lecturers always motivate students in the le@rprocess 3.60 4.60 -1.00
21 The attitude of faculty attention and patienceha face of g

student during the learning process 3.47 4.56 -1.09
22 The attit_ude of wait staff in helping students vare

completing an academic problem 3.47 4.53 -1.06

Average 3.44 4.54 -0.10

Source: Processed Data

From Table 4 above shows that the total overaltaye that respondents at the level of expectasion i
4.54 and the perception / performance is 3.44. 8 ieea negative gap between performance and pameyt-
1.10. Gap is in the lowest negative performancécaidrs faculty and staff of -0.03. with an averagdue of
4.49 perception that almost approaches the averagectations of 4.52. While the value of the larggsp
found in Physical lecture hall at -1.57, with aremge value of 2.99 and value perception of theaaee
expectations of 4.56.

Table 5: Gap Analysis Using Dimensions-by-Dimensioralysis

No Dimension Perception Expectatiohs Gay]
1 | Tangible 3.36 4.55 -1.19
2 | Reliability 3.46 4.45 -0.99
3 | Responsiveness 3.46 4.57 -1.10
4 | Assurance 3.47 4.56 -1.08
5 | Empaty 3.48 4.57 -1.09

Average 3.44 4.54 -1.10

Source: Processed Data
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Based on the average score perdimensi, the orde3loftudents' perceptions of the Faculty of
Economics of the Faculty of Economics is a tangifésvice (3:36) reliability and responsiveness 3.4
assurance (3.47) and then empthy (3.48). As footder of the expectations of students are relisto@.45),
tangible (4.55), assurance (4.56), then empathyrasponsiveness (4.57). The difference betweemvheage
score perdimensi between the average perceptiothanalverage expectation of having a negative gtptie
average total-1.10. Efforts repairs need to be adonthe physical aspect of the lecture hall, sufpprfacilities,
promptness of service, and to deliver the serviddress in more accurate state of the lecture hallld be
considered because it had the largest negativeaap.

Importance Performance Analysis (IPA)

In essence, IPA combines dimensional measuremgpéecttions / perceptions of the level of interest
and / performance into the two dimensional grichthltted into it. Value perception is plotted agestical axis,
while the expected value as a diagonal axis bygus$ia average value contained in the dimensiopeafeption
and expectation as the intersection of the ceiter In this analysis, the values are divided fiolar quadrants
according to the line of intersection.

From the results of the processed data can thgnduped into four quadrants Importance Performacaysis
division. To determine the position of each poimtthe variable sub-dimensional diagram of the ayerd
(Perception / performance) and the average Y (Hdpterest). 5:19 mapping table obtained from thadyant
Importace Performance Analysis in Figure 5 below:

Figure 5: Diagram Importance Performance Analysis
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Source: Processed Data SPSS

Importance Performance Analysis Based on the diagnaFigure 5 of the above it can be concludedbattes
related to educational services At the Faculty aitomics can be grouped in each quadrant as fallows

First Quadrant, "Top Priority" (Expectations arghiand low perception). In this quadrant showseleeents
of services deemed essential by the studentsgebstdttention and students dissatisfied. So tleaF#tulty of
Economics obliged mengelokasikan adequate resotwdesprove performance on these factors. Basethen
diagram above, the statement items are includeithincategory are items from the statement numb@ps:
Physical lecture hall, (3) Facilities learning resmes (internet, libraries), (4) Support Facilitigzarking,
cafeteria, photocopy, toilet) , (9) the timelinedsservices provided staff to students, (11) thailability and
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promptness lecturers to provide assistance to stsidél2) the willingness and alertness of adnmaiste staff /
departments / or public in helping the adminisuatproblems of students, (16) the friendlinesshef staff in
providing services, (19) the responsibility of medors to the value they provide to students. Mdbtese items
are on Tangible dimensions (Physical Evidence).

Second Quadrant, "Priority Achievement" or presegheachievements (High Expectations and Perceptidn
Appeal). In this quadrant shows the elements thatcansidered by the students has been as expeuated
students are satisfied. So that the faculty shmaddhtain this performance has been good. Basedeodiagram
above, the statement items that enter into thisgoay are: (13) easily meet the lecturer duringkivay hours,
(14) Lecturer on time, (18) Lecturer knowledgeal{®)) Lecturer always motivate students in the newy
process (21) attitude of patience and attentiotutec in the face of the student in the learningcpss. Most
statements were on the dimensions of responsiveness

The third quadrant "Low Priority" (Expectations aRdrceptions Low Low). This quadrant shows theofiact
that are considered less important to do a medibatedo not have a serious concern, but also mest b
addressed. Item statements included in this cayeayer. (2) Facilities study room, (8) The attentafrecturers

to students in a lecture, (10) lecturer respontivihe needs of students in the lecture, (15) caninfiodealing
with academic staff / department / administrationl @eneral, (17) the hospitality towards justicebedied
academic staff / department / public administrateomd the students. Most are in the dimension stiém
Assurance.

Fourth Quadrant, "Excessive Performance" (Low Etqi@ans and Perceptions of Appeal). In this quaidran
shows the element or attribute services deemedrgssrtant by students but done well, somethingessive,
but also need improvement. Based on the aboveatiagrat goes into this quadrant are: (5) Appearémdty
and staff, (6) the reliability in the learning pess, (7) The accuracy and appropriateness of thefusme in the
process pembelajan, (22) The attitude of wait $taffelp students who are resolve academic issues.

L. CONCLUSION

Based on the research results can be concluded@sd:

1. The level of expectations of students S1 Faafifgconomics, University of Riau on the qualitysafrvice of
the Faculty has an average value of 4:54. So itbeaseen that the level of expectations of studibatsare
in the highest Empaty dimensions and Responsiveness

2. The level of student perceptions of S1 Facodtifconomics, University of Riau on the qualitysafrvice of
the Faculty has an average value of 3:44. So itlmrseen at the level of students' perceptionhef t
dimensions Empaty which means service on this déinerhas meet or exceed the expectations of stsident

3. Value expectations are higher than the valupes€eption. The value of the quality of service tgcof
Economics, University of Riau perceived studentiShegative with a value of -1.10. So the value gap
highest at Responsiveness value of -1.19.

M. SUGGESTION

Based on the conclusion, can put forward the fatgwsuggestions:

1. A negative value means that the perceptionloftBdents of the Faculty of Economics of the dyadf
service they feel is still lower than the expectasi of the students. So the Party School shoulithdur
improve service.

2. From the Importance Performance Analysis indnekrepair and upgrading, namely: Physical College
Building, Learning Resource Facility (Internet,rliby) and other supporting facilities such as tout of
the parking lot neat and orderly, Diner is in aestaf development is expected to function, additdra
copy so as to help facilitate students and stadffanulty, Janitorial awake and water availabititiows.

3. Timeliness of services provided academic sfafidministration / departments and public example
administrsi process is not complicated is the hafpevery student.
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