CHAPTERII
INTRODUCTION

1.1  Background

In accordance with DIKTI and KEMENDIKBUD RI decree (Number
25/DIKTI/Kep/2014) “about general guidelines in educational system for new
students, Higher Learning Institutions are trying to attract more new students to
stay in residential and employing various strategies to maintain them. New
students need psychological and social readiness to be able quickly adapt to
college life and in particular learning system (DIKTI, 2014).

Andalas University located in Padang, West Sumatera Regions of
Indonesia, provides a low-cost, attractive, safe, and convenient living quarters
for undergraduate students. Andalas University obligated new students with
BIDIKMISI Grants (National Scholarship) to stay in residentia college
(dormitory) and advises other new students (especialy students come from
outside West Sumatera) to live in dormitory (www.unand.ac.id). To achieve a
good educational system in nationa education, Andalas University should
examine and understand how students receive a well services and best physical
environment of higher institution of learning.

Student residentia college is a supervised living-learning accommodation
consisting of shared residential amenities and facilities for the community of
residents, which is constructed on-or-off campus, and owned. or: rented by higher
ingtitution of learning. It provides low-cost chargeable rooms, and administered to
accommodate the undergraduate students. (Musa et aii, 2015). it is increasingly
recognized that achieving sustainability in higher education should be placed as a
prioritized agenda globally. Sustainability in higher education cover education,
research, community outreach activities. One of significant aspects in
sustainability of higher education is the residential satisfaction of universities

dormitories. (www.moe.gov.cn)




Service quality isone of the factors that can lead to customer satisfaction
(Kasper, Helsdingen, and Gabbott’s, 2006). It can be used as a strategy for
achieving the residential college satisfaction. Service quality is among factors that
determine customer satisfaction and customer satisfaction can lead to customer
loyalty (Kasper et a., 2006). Satisfaction from service quality is frequently
evaluated in terms of functional quality and technical quality (Gronroos, 2007).
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Tablel.1 Studies on Service Quality and Customer Satisfaction

Refer ences

Key Findings
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Revealed in their analyses that costumer satisfaction is likely to achieve a
greater level of statistical significance when both service quality and
costumer satisfaction have a significant effect on repurchase intentions
Students are satisfied with the student housing facilities. Overall
satsifaction is positively related to loyalty behaviours.

Service quality is manifested by reliability, responsiveness, assurance,
empathy and tangibles

Factors contributing to satisfaction consist of the social qualities (e.g.,
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(Heck & Johnsrud, 2010). 1he present ruies to Increase educational value using

attempt on continuous development, concentrating on stakeholder profits, and

increasing students’ satisfaction. Based on the description above, it said that the

satisfaction of student residential is closely related to the correlation between the

expectations and the perception of the service quality in Andalas University

dormitory. One strategy that can be done to maintain the service quality is to

evauate the quality of services with the aim to determine whether there is a



difference or not between the quality of service that students expect with the
quality of service received.

According to residential management, the enrollment of residential
students has increased gradually in Andalas University. In 2016, capacity of
residential student is 1686 students, but only 1081 students can stay at dormitory
because some rooms in bad condition (Resdential Management Andalas
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Tablel.2

Number of Residential Student Complaintsin 2016

Dormitory

Number of Complaints
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Based on the results of the suggestion box in every building Andalas

Dormitory, it can be seen that complaints from student residential college quite a
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students. In measuring student’s perceptions of service quality in student

dormitory of Andalas University required the right measurement instrument. The
author uses the SERVQUAL instrument created by Parasuraman, Zeithml, and

Berry. SERVQUAL is a method used to measure services based on how customer

perceptions and customer expectations of services were provided to students at the

Andalas University dormitory.



SERVQUAL used to perform a gap analysis of existing service attributes.
Gap analysis is done on the service attribute that has been categorized into 5
dimensions namely reliability, responsiveness, assurance, empathy, and tangible.
Furthermore, will be conducting the assessment by involving student’s residential
to find out how the quality of services provided by the residential management in
Andalas University whether it is as expected (satisfied) or not.
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offered so that they can improve on them. Kasper et a (2006) suggests that
service quality is one of the factors that can effects customer satisfaction. Naik et.
Al (2010) stated that the measurement of service quality can be measured by
looking at 5 dimensions of tangible, reliability, empathy, responsiveness and
assurance. Measurement of customer according to Kotler et. al (2016) identify 4

methods : complaints and suggestions system, ghost shopping, lost customer



analysis and customer satisfaction survey. Currently, the measurement of student
residential satisfaction in Andalas University using complaints and suggestion
system by utilizing the suggestion box, but it is often not utilized and students
residential prefer to submit complaints verbally. So based on the introduction, the
problem formulation on this research is how to measure student’s satisfaction on

residential college (Andalas University Dormitory) of services quality receive. So
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The scope of thisresearchiis:
1. The respondents of this research will be Andalas University bachelor
degree first year student who lived in dormitory currently.



15  Outline of Report

Thisfinal project proposa contained

CHAPTER | INTRODUCTION
Introducing the subject to be discussed. The Chapter
contains of backgrounds, problems formulation,
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CHAPTER IV RESULTSAND DISCUSSIONS
Result and discussion contains calculation and analysis
of the respondent’s characteristics, the level of service
performance of Andalas University dormitory by

assessing the level of conformity, gap P-E, and also



determine the priority of service improvement by using
Importance-Performance Anaysis (IPA).

CHAPTER V CONCLUSIONS
This chapter contains of conclusions and

recommendations for further research.



