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ABSTRAK 

Seiring dengan semakin meningkatnya kebutuhan akan pendidikan tinggi 

menjadi suatu pendorong bagi institusi-institusi pendidikan tinggi untuk semakin 

meningkatkan kualitasnya. Persaingan yang terjadi antar perguruan tinggi tidak hanya 

dari segi fasilitas gedung, laboratorium dan perpustakaan tetapi juga harus diimbangi 

dengan kualitas para pengajarnya. Oleh karena itulah, suatu institusi pendidikan harus 

senantiasa meningkatkan kualitasnya baik fasilitas fisik maupun para pengajarnya.  

Dalam industri jasa yang terpenting adalah kualitas jasa layanan. Hal ini dapat 

dilihat dalam 5 dimensi kualitas jasa yaitu: Tangibles, Emphaty, Reliability, 

Responsiveness, Assurance. Apabila unsur kualitas jasa diatas sudah dapat dipenuhi 

maka loyalitas pelanggan akan dapat tercipta. Loyalitas pelanggan terlihat ketika 

pelanggan melakukan pembelian ulang secara teratur, membeli antarlini produk atau 

jasa, mereferensikan kepada orang lain, dan menunjukkan kekebalan terhadap 

pesaing. Karena itu dapat ditarik hipotesis kualitas jasa layanan perguruan tinggi  

berpengaruh terhadap loyalitas mahasiswa/i di UK. Maranatha Bandung. Dari hasil 

analisis data kuesioner yang disebarkan pada 32 responden, dengan menggunakan uji 

korelasi Spearman menunjukkan adanya korelasi sebesar 0,801 atau 80,1 %, dengan 

statistik uji t hit 4,459 > t tab 0,283  sehingga Ho ditolak maka ada pengaruh kualitas 

jasa layanan pengajar terhadap loyalitas mahasiswa/i.  

Dengan adanya korelasi tersebut maka UK. Maranatha Bandung harus lebih 

meningkatkan kualitas layanan yang diberikan dengan terus menerus melakukan 

perubahan yang inovatif dan kreatif, perbaikan dan perubahan sistem agar loyalitas 

mahasiswa/i tetap terjaga. 
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ABSTRACT 

Along with the increasing of the need toward higher education become an 

urge for higher education institutions to gain their quality. The competition that 

happen between institutions not only from the building facility, laboratory and 

library but also have to be balanced with the lecturer’s quality. Because of that an 

education institution must always gaining their quality, in facility and lecturer’s 

ability. In order to gain the lecturer’s quality, we have to know what factors that 

influence the lecturer’s behavioral loyalty. 

In all important service industries is the quality of service. This matter can be 

seen in 5 dimension of service quality that is: Tangibles, Emphaty, Reliability, 

Responsiveness, Assurance. If element quality of service above have earned to be 

fulfilled by hence customer loyalty will be able to be created. Customer loyalty seen 

when customer do re-buying regularly, buying other product or service, reference to 

others, and show impenetrability to competitor. Therefore, the hypothesis can be 

drawn quality higher education services affect the loyalty of students in the 

UK. Maranatha Bandung. Visible from result of propagated by quisioner data 

analysis at 32 responder, by using Spearman correlation test. Result of research show 

the existence of correlation equal to 0,801 or 80,1 %, with statistic test t hit 4,459 > t 

tab 0,283 so that Ho refused by hence there's influence of service quality of university 

student loyalty. 

With this correlation existence, the company have to be more improve given 

service quality, continuously make a change which inovation and creative, doing 

modification, repair and change the system in order to customer loyalty remain to be 

awaked. 
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