FAKTOR-FAKTOR KUALITAS LAYANAN LINGKUNGAN PEMBELAJARAN YANG BERPENGARUH
TERHADAP KEPUASAN MAHASISWA:

INVESTIGASI BERBASIS SERVICE QUALITY (Studi Kasus di Program Studi S2 Iimu Lingkungan
Universitas

UNIVERSITAS ' Gadjah Mada)

GADJAH MADA SEPTHIA ADRIATI, Dr. Sumiyana, Ak., M.Si., Dr. Ing. Ir. Singgih Hawibowo

Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

DAFTAR PUSTAKA

Abdullah, F., 2006, The Development of HEAPERF: A New Measuring Instrument of
Service Quality for The Higher Education Sector, International Journal of
Consumer Studies, Vol. 30, No. 6, 569-581.

Agarwal, S., Singh, D., Thakur, K., 2013, Impact of Service Quality Dimensions
Toward Customer Satisfaction in Indian Call Centers, Pacific Business
Review International, Vol. 6, No. 1, 51-64.

Agbor, M., 2011, The Relationship Between Customer Satisfaction and Service
Quality: A Study of the Service Sectors in Uganda, Marketing Review, Vol.
2, No. 1, 1-85.

Ajzen, 1., dan Fishbein, M., 1980, Understanding Attitudes and Predicting Social
Behavior, Prentice-Hall, Englewood Cliffs, New Jersey.

Aldridge, S., dan Rowley, J., 1998, Measuring Customer Satisfaction in Higher
Education, Quality Assurance in Education, Vol.6, No. 4, 197-204.

Angell, R., Heffernan, T., Megicks, P., 2008, Service Quality in Postgraduate
Education, Quality Assurance in Education, Vol. 16, No. 3, 236-254.

Anonim, 2015, Definisi Kepuasan Menurut Para Ahli,

<www.referensimakalah.com>, (diakses 23 Oktober 2015).

Archambault, L., 2008, Measuring Service Performance, Student Satisfaction, and Its
Impact on Student Retention in Private, Post-Secondary Institutions,
Proceedings of the EDU-COM 2008 International Conference Sustainability
in Higher Education Directions for Change, Edith Cowan University, Perth
Western Australia: 32-45.

Arikunto, S., 2003, Prosedur Penelitian: Suatu Praktek. Bina Aksara. Jakarta.

Arslanagic-Kalajdzic, M., Kadic-Maglajlic, S., Cicic, M., 2013, Student Perceptions
About Role of Faculty and Administrative Staff in Business Education



FAKTOR-FAKTOR KUALITAS LAYANAN LINGKUNGAN PEMBELAJARAN YANG BERPENGARUH
TERHADAP KEPUASAN MAHASISWA:

INVESTIGASI BERBASIS SERVICE QUALITY (Studi Kasus di Program Studi S2 Iimu Lingkungan
Universitas

UNIVERSITAS ' Gadjah Mada)

GADJAH MADA SEPTHIA ADRIATI, Dr. Sumiyana, Ak., M.Si., Dr. Ing. Ir. Singgih Hawibowo

Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

Service Quality Assessment, Research for 10" International Conference
University of Split, Croatia, 94-108.

Assael, H., 1994, Customer Behavior and Marketing Action, Boston Massachusetts:
PWS-Kelling Publishing Company.

Athiyaman, A., 1997, Linking Student Satisfaction and Service Quality Perceptions:
The Case of University Education, European Journal Marketing, Vo. 31, No.
7, 528-540.

Beamount, D., 2012, Service Quality in Higher Education: The Student’s Viewpoint,
Dissertation of University of Manchester.

Brady, M., dan Cronin, J., 2001, Some New Thoughts on Conceptualizing Perceived
Service Quality: a Hierarchical Approach, The Journal of Marketing, Vol.
65, No. 3, 34-49.

Bharwana, T., Bashir, M., Mohsin, M., 2013, Impact of Service Quality on
Customers’ Satisfaction: a Study From Service Sector Especially Private
Colleges of Faisalabad, Punjab, Pakistan, International Journal of Scientific
and Research Publications, Vol. 3, No. 5, ISSN. 2250-3153.

Biggs, J., 1989, Approaches to The Enhancement of Tertiary Teaching, Higher
Education Research and Development, Vol. 8, 7-25.

Brochado, A., dan Marques, R., 2009, Comparing Alternative Instruments to
Measure Service Quality in Higher Education, Quality Assurance in
Education Vol. 17, No. 2, 174-190.

Browne, B., Kaldenberg, D., Browne, G., Brown, D., 1998, Student As Customers:
Factors Affecting Satisfaction And Assessments Of Institutional Quality,
Journal of Marketing for Higher Education, Vol. 8, No.3, 1-14.

Calvo-Porral, C., Levy-Mangin, J., Novo-Corti, L., 2013, Perceived Quality in Higher
Education: an Empirical Study, Marketing Intelligence and Planning , Vol.
31, No. 6, 601-619.



FAKTOR-FAKTOR KUALITAS LAYANAN LINGKUNGAN PEMBELAJARAN YANG BERPENGARUH
TERHADAP KEPUASAN MAHASISWA:

INVESTIGASI BERBASIS SERVICE QUALITY (Studi Kasus di Program Studi S2 Iimu Lingkungan
Universitas

UNIVERSITAS ' Gadjah Mada)

GADJAH MADA SEPTHIA ADRIATI, Dr. Sumiyana, Ak., M.Si., Dr. Ing. Ir. Singgih Hawibowo

Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

Carl, R., 1998, Assessing Satisfaction with Selected Student Services using
SERVQUAL, a Market-Driven Model of Service Quality, NASPA Journal,
331-341.

Chandra, K., 2011, Pengaruh Kredibilitas Customer Service London Beauty Centre
Terhadap Kepuasan Pelanggan (Studi pada Kantor Pusat London Beauty
Centre  Yogyakarta), Universitas Pembangunan Nasional Veteran
Yogyakarta.

Chowdury, A., Igbal, M., Miah, M., 2010, 4 Study of Service Quality Determinants of
Private Universities in Bangladesh Using SERVQUAL, Journal of
Knowledge Globalization, Vol. 3, No. 1, 49-74.

Djajendra., 2013, Pengembangan Kualitas Kerja Untuk Mutu dan Pelayanan Yang

Berkualitas, <www.djajendra-motivator.com>, (diakses 23 Oktober 2015).

Emery, C., Kramer, T., Tian, R., 2001, Customer vs. Product: Adopting an Effective
Approach to Business Students, Quality Assurance Education Vol. 9, No. 2,
110-115.

Fabiana, D., 2012, Persepsi, Sikap, dan Nilai, Jurnal Fakultas [lmu Administrasi
Bisnis Universitas Brawijaya Malang.

Tjiptono, F., 2003, Prinsip-prinsip Total Quality Service, Yogyakarta: Andi Offset.

Furberg, E., 2010, How Do Student’s Perception of Their Education Change Over
Time?, Master Thesis Autumn Semester 2010.

Ghozali, 1., 2011, Aplikasi Analisis Multivariate Dengan Program IBM SPSS 19,
Penerbit Badan Penerbit Universitas Diponegoro, Semarang.

Gruber, T., FuB, S., Voss, R., Glaeser-Zikuda, M., 2010, Examining Student
Satisfaction with Higher Education Services Using a New Measurement
Tool, International Journal of Public Sector Management, Vol. 23, No. 2,
105-123

Gudono., 2012, Analisis Data Multivariate, Penerbit BPFE, Yogyakarta.



FAKTOR-FAKTOR KUALITAS LAYANAN LINGKUNGAN PEMBELAJARAN YANG BERPENGARUH
TERHADAP KEPUASAN MAHASISWA:

INVESTIGASI BERBASIS SERVICE QUALITY (Studi Kasus di Program Studi S2 Iimu Lingkungan
Universitas

UNIVERSITAS ' Gadjah Mada)

GADJAH MADA SEPTHIA ADRIATI, Dr. Sumiyana, Ak., M.Si., Dr. Ing. Ir. Singgih Hawibowo

Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

Harr, K., 2008, Service Dimension of Service Quality Impacting Customer
Satisfaction of Fine Dining Restaurants in Singapore, UNLV
Theses/Dissertations/Professional Papers/Capstones, 686.

Harsono., 2013, Konsep Pembelajaran Bermakna, Diktat Mata Kuliah Metode dan
Media Pembelajaran Magister Manajemen Pendidikan Tinggi Universitas
Gadjah Mada.

Hasan, A., Ilias, A., Rahman, R., Razak, M., 2008, Service Quality and Student
Satisfaction:. A Case Study at Private Higher Education Institution,
International Business Research, Vol. 1, No. 3, 163-175.

Ljaz, A., Irfan, S., Shahbaz, S., Awan, M., Sabir, M., 2011, An Empirical Model of
Student Satisfaction: Case of Pakistani Pubic Sector Business Schools,
Journal of Quality and Technology Management, Vol. 7, No. 11, 91-114.

Jager, D., dan Plooy, T., 2007, Measuring Tangibility and Assurance as Determinants
of Service Quality for Public Health Care in South-Africa, Department of
Marketing Tshwane University, 96-111.

Jain, S., dan Gupta, G., 2004, Measuring Service Quality: SERVQUAL vs.
SERVPERF scales, VIKALPA, Vol. 29, No. 2, 25-37.

Kandampully, J., 2000, The Impact of Demand Fluctuation on the Quality of Service:
A Tourism Industry Example, Managing Service Quality, Vol. 10, No. 1, 10-
18.

Kandiko, C., dan Mawer, M., 2013, Student Expectations and Perceptions of Higher
Education, London: King’s Learning Institute.

Kang, G., dan James, J., 2004, Service Quality Dimensions: An Examination of
Gronroos’s Service Quality Model, Managing Service Quality, Vol. 14, No.
4,266-277.

Katiliute, E., 2011, Longitudinal Study of Student Satisfaction with Their Studies: The
Case of Kaunas University of Technology, Ekonomika Ir Vadyba Economics
and Management Kaunas University, ISSN. 1822-6515.



FAKTOR-FAKTOR KUALITAS LAYANAN LINGKUNGAN PEMBELAJARAN YANG BERPENGARUH
TERHADAP KEPUASAN MAHASISWA:

INVESTIGASI BERBASIS SERVICE QUALITY (Studi Kasus di Program Studi S2 Iimu Lingkungan
Universitas

UNIVERSITAS ' Gadjah Mada)

GADJAH MADA SEPTHIA ADRIATI, Dr. Sumiyana, Ak., M.Si., Dr. Ing. Ir. Singgih Hawibowo

Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

Keblawi, A., Johansson, 1., Svensson, D., 2013, Student Satisfaction in A Higher
Education Context, Master Thesis Spring 2013 Kristianstad University
International Business Master Program.

Kelso, R., 2008, Measuring Undergraduate Student Perceptions of Service Quality in
Higher Education, Graduate Theses and Dissertations University of South
Florida Scholar Commons.

Khan, M., Ahmed, I., Nawaz, M., 2011, Students Perspective of Service Quality in
Higher Learning Institution: An Evidence Based Approach, International
Journal of Business and Social Science, Vol. 2, No. 11, 159-164.

Kontic, L., 2014, Measuring Service Quality in Higher Education: The Case of
Serbia, Management, Knowledge and Learning International Conference
Portoroz Slovenia, 645-654.

Kotler, P., dan Armstrong, G., 2012, Principles of Marketing, Pearson Prentice Hall,
New Jersey.

Kranias, A., dan Bourlessa, M., 2013, Investigating the Relationship Between Service
Quality and Loyalty in Greek Banking Sector, Procedia Economics and
Finance, Vol. 5, 453-458.

Kundi, G., Qureshi, Q., Khan, Y., Akhtar, R., 2014, Impact of Service Quality on
Customer Satisfaction in Higher Education Institutions, Industrial
Engineering Letters, Vol. 4, No. 3, 23-28.

Lai, T., 2004, Service Quality and Perceived Value’s Impact on Satisfaction,
Intention, and Usage of Short Message Service (SMS), Information Systems
Frontiers, Vol. 6, No. 4, 353-368.

Lee, H., Lee, Y., Yoo, D., 2000, The Determinants of Perceived Service Quality and
Its Relationship with Satisfaction, Journal of Services Marketing, Vol. 14,
No. 3, 217-231.

Legcevic, J., 2009, Quality Gap of Educational Services in Viewpoints of Students,
ekon. Misao Praksa Dbk. God XVIII. (2009) Br. 2, 279-298.



FAKTOR-FAKTOR KUALITAS LAYANAN LINGKUNGAN PEMBELAJARAN YANG BERPENGARUH
TERHADAP KEPUASAN MAHASISWA:

INVESTIGASI BERBASIS SERVICE QUALITY (Studi Kasus di Program Studi S2 Iimu Lingkungan
Universitas

UNIVERSITAS ' Gadjah Mada)

GADJAH MADA SEPTHIA ADRIATI, Dr. Sumiyana, Ak., M.Si., Dr. Ing. Ir. Singgih Hawibowo

Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

Lien, N., dan Kao, S., 2008, The Effects Service Quality Dimensions on Customer
Satisfaction Across Different Service Types: Alternative Differentiation As a
Moderator, Advances in Consumer Research, Vol. 35, 522-526.

Lizzio, A., Wilson, K., Simons, R., 2002, University Student’s Perceptions of the
Learning Environment and Academic Outcomes: Implications for Theory
and Practice, Studies in Higher Education, Vol. 27, No. 1, 27-52.

Lushington, W., 1980, Libraries Designed for Users: a Planning Handbook, New
York Library Professional Publications, 283.

Mai, L., 2005, A Comparative Study Between UK and US: The Student Satisfaction in
Higher Education and Its Influential Factors, Journal of Marketing
Management, Vol. 21, 859-878.

Maulana, Y., Astuti, M., Surachman., 2012, Analisis Pengaruh Servqual Terhadap
Kepuasan Serta Loyalitas Mahasiswa (Studi Kasus Pada Jurusan Teknik
Mesin di Universitas “XYZ”), Jurnal Rekayasa Mesin, Vol. 3, No. 1, 258-
267.

Munteanu, C., Ceobanu, C., Bobalca, C., Anton, O., 2010, An Analysis of Customer
Satisfaction in A Higher Education Context, International Journal of Public
Sector Management, Vol. 23, No. 2, 124-140.

Nadiri, H., Kandampully, J., Hussain, K., 2009, Student’s Perceptions of Service
Quality in Higher Education, Total Quality Management, Vol. 20, No. 5,
523-535.

Nabilou, B., dan Zavareh, D., 2014, The Bridge Between Real and Ideal: Students
Perception on Quality Gap In Reality and Their Educational Expectations,
Iran Red Crescent Med J, 16, Vo0.9:¢14254, 1-7.

Navarro, M., Iglesias, M., Torres, P., 2005, a New Management Element for
Universities: Satisfaction with the Offered Course, International Journal of
Educational Management, Vol. 19, No. 6, 505-526.

Nell, E., dan Cant, M., 2014, Determining Student Perceptions Regarding The Most

Important Service Features and Overall Satisfaction With The Service



FAKTOR-FAKTOR KUALITAS LAYANAN LINGKUNGAN PEMBELAJARAN YANG BERPENGARUH
TERHADAP KEPUASAN MAHASISWA:

INVESTIGASI BERBASIS SERVICE QUALITY (Studi Kasus di Program Studi S2 Iimu Lingkungan
Universitas

UNIVERSITAS ' Gadjah Mada)

GADJAH MADA SEPTHIA ADRIATI, Dr. Sumiyana, Ak., M.Si., Dr. Ing. Ir. Singgih Hawibowo

Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

Quality of a Higher Education Institution, Management, Vol. 19, No. 2, 63-
87.

Nugroho, F., 2011, Pengaruh Citra Merek dan Kepuasan Pelanggan Terhadap
Loyalitas Konsumen, Penelitian Program Studi Agribisnis, UPN “Veteran”
Yogyakarta.

Oyedum, G., 2011, Physical Facilities as Determinants of Undergraduate Students’
Use of Federal University Libraries in Nigeria, Library Philosophy and
Practice (e-journal), 616.

Padma, A., 2009, Conceptual Framework of Service Quality in Healthcare,
Benchmarking: An International Journal, Vol. 16, No. 2, 157-191.

Parasuraman, A., Zeitahml, V., Berry, L., 1988, SERVQUAL: A Multiple-Item Scale
for Measuring Consumer Perceptions of Service Quality, Journal of
Retailing, Vol. 64, No. 1, 12-40.

Purwanti, D., 2007, Pengaruh Kualitas Produk Terhadap Kepuasan Konsumen (Studi
Pada Pengguna Lampu TL Merek Phillips di Kelurahan Pojok, Kec.
Mojoroto, Kota Kediri), Skripsi Jurusan Manajemen Fakultas Ekonomi
Universitas Negeri Malang, karya-ilmiah.um.ac.id.

Rahmayanti., 2015, Courtesy Dalam Meningkatkan Pelayanan Secara Paripurna,
Jurnal ASM Ariyanti Bandung.

Ramaiyah, A., Zain, A., Ahmad, H., 2007, Exploring The Dimensions of
ServiceQuality in Higher Education Research, Regional Conference on
Quality in Higher Education “Quality Driven Initiatives: Sharing Good
Practices in Higher Education”, 1-14.

Rasli, A., Shekarchizadeh, A., Igbal, M., 2012, Perception of Service Quality in
Higher Education: Perspective of Iranian Students in Malaysian
Universities, International Journal of Academic Research in Management,
Vol. 1, No. 1, 10-25.

Sa’atuzzamani, F., 2015, Definisi Komunikasi dan Organisasi, Diktat Mata Kuliah

Pengantar [lmu Komunikasi.



FAKTOR-FAKTOR KUALITAS LAYANAN LINGKUNGAN PEMBELAJARAN YANG BERPENGARUH
TERHADAP KEPUASAN MAHASISWA:

INVESTIGASI BERBASIS SERVICE QUALITY (Studi Kasus di Program Studi S2 Iimu Lingkungan
Universitas

UNIVERSITAS ' Gadjah Mada)

GADJAH MADA SEPTHIA ADRIATI, Dr. Sumiyana, Ak., M.Si., Dr. Ing. Ir. Singgih Hawibowo

Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

Saghier, N., dan Nathan, D., 2013, Service Quality Dimensions and Customers’
Satisfaction of Banks in Egypt, Proceedings of 20" International Business
Research Conference, ISBN. 978-1-922069-22-1.

Sahney, S., Banwet, D., Karunes, S., 2004, Conceptualizing Total Quality
Management in Higher Education, The TQM Magazine, Vol. 16, No. 2, 145.

Sander, P., Stevenson, K., King, M., Coates, D., 2000, University Student’s
Expectation of Teaching, Studies in Higher Education, Vol. 25: 309-323.

Shaari, H., 2014, Service Quality in Malaysian Higher Education: Adult Learners’
Perspective, International Journal of Business and Social Science, Vol. 5,
No. 1, 86-90.

Sherry, C., Bhat, R., Beaver, B., Ling, A., 2004, Students’ as Customers: The
Expectations and Perceptions of Local and International Students,
Conference Papers UNITEC Institute of Technology Auckland, New
Zealand.

Sopon, D., dan Cuza, B., 2013, Reflections On Romanian Higher Education: Quality
Improvement Of Educational Services, Conference Proceeding Managerial
Challenges of the Contemporary Society, Issue 5, 204-209.

Sugiyono, 2014, Metode Penelitian Kuantitatif, Kualitatif, dan R&D, Penerbit
Alfabeta, Bandung.

Sumaedi, S., Bakti, 1., Metasari, N., 2011, The Effect of Students’ Perceived Service
Quality and Perceived Price on Student Satisfaction, Management Science
and Engineering, Vol. 5, No. 1, 88-97.

Tan, Q., Oriade, A., Fallon, P., 2014, Service Quality and Customer Satisfaction in
Chinese Fast Food Sector: a Proposal for CFFRSERV, Advances in
Hospitality and Tourism Research, Vol. 2, No. 1, 30-53.

Taylor, A., dan Baker, T., 1994, An Assessment of The Relationship Between Service
Quality and Customer Satisfaction in The Formation of Consumers’

Purchase Intentions, Journal of Retailing, Vol. 70, No. 2, 163-178.



FAKTOR-FAKTOR KUALITAS LAYANAN LINGKUNGAN PEMBELAJARAN YANG BERPENGARUH
TERHADAP KEPUASAN MAHASISWA:

INVESTIGASI BERBASIS SERVICE QUALITY (Studi Kasus di Program Studi S2 Iimu Lingkungan
Universitas

UNIVERSITAS ' Gadjah Mada)

GADJAH MADA SEPTHIA ADRIATI, Dr. Sumiyana, Ak., M.Si., Dr. Ing. Ir. Singgih Hawibowo

Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

Taylor, J., dan Baines, C., 2014, Performance Management in UK Universities:
Implementing the Balanced Scorecard, Journal of Higher Education Policy
& Management, Vol. 34, No. 2, 111-124.

Voss, R., Gruber, T., Szmigin, 1., 2007, Service Quality In Higher Education: The
Role Of Student Expectations, Journal of Business Research, Vol. 60, No. 9,
949-959.

Widyaningsih, W., 2010, Analisis Harapan dan Persepsi Kualitas Jasa Pelayanan
Kesehatan Terhadap Kepuasan Pasien di Instalasi Rawat Jalan RSUD
Ambarawa, Jurnal Program Pascasarjana Universitas Dian Nuswantoro
Semarang.

Wijayanti, S., 2015, Analisis Persepsi dan Kepuasan Mahasiswa Terhadap
Pemanfaatan e-Lisa Dalam Mendukung Proses Pembelajaran, Tesis
Magister Manajemen Pendidikan Tinggi Universitas Gadjah Mada.

Yuniarti, Y., 2014, Pengaruh Kualitas Pelayanan Terhadap Kepuasan Mahasiswa
Program Ekstensi Fakultas Ekonomi Universitas Jambi, Trikonomika Vol.
13, 49-61.

Zainuddin, S., Kahmis, M., Muhammad, A., Mamat, N., 2014, Perception and
Expectation of Students Towards The Service Quality: Perspective in
Malaysian Research University, Malaysian Online Journal of Educational
Management, Vol. 2, No. 2, 73-91.

Zhao, X., Bai, C., Hui, Y., 2002, an Empirical Assessment and Application of
SERVQUAL in a Mainland Chinese Department Store, Total Quality
Management, Vol. 13, No. 2, 241-254.



