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Abstrak 

Penelitian ini bertujuan untuk menguji pengaruh kualitas layanan perguruan 

tinggi (HESQUAL) terhadap kepuasan mahasiswa. Penelitian melibatkan total 236 

responden yang dipilih menggunakan metode simple random sampling. 

Pengumpulan data dilakukan melalui kuesioner dengan skala Likert 5 poin yang 

disebarkan menggunakan Google Form melalui WhatsApp dan Outlook. Analisis 

data menggunakan regresi linear berganda dengan bantuan perangkat lunak SPSS 

versi 25. Hasil penelitian menunjukkan bahwa kualitas pengajaran, kualitas fasilitas 

akademik, dan kualitas transformatif berpengaruh signifikan terhadap kepuasan 

mahasiswa. Namun, kualitas administrasi dan kualitas fasilitas pendukung tidak 

menunjukkan pengaruh yang signifikan terhadap kepuasan mahasiswa. 

Kata Kunci: HESQUAL, Kualitas Layanan, Kepuasan Mahasiswa 

This study aims to examine the effect of Higher Education Service Quality 

(HESQUAL) on student satisfaction. The research involved a total of 236 

respondents selected using the simple random sampling method. Data collection 

was conducted through a questionnaire with a 5-point Likert scale, distributed via 

Google Forms through WhatsApp and Outlook. Data analysis was performed using 

multiple linear regression with the help of SPSS version 25 software. The results of 

the study indicate that teaching quality, academic facility quality, and 

transformative quality have a significant impact on student satisfaction. However, 

administrative quality and support facility quality do not show a significant effect 

on student satisfaction. 

Keyword: HESQUAL, Service Quality, Student Satisfaction


