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ABSTRAK 

Ami Lestari. 201510325069. Analisis Kualitas Pelayanan Administrasi 

Akademik dengan Metode Importance Performance Analysis (IPA) (Studi  

Fakultas Ekonomi Universitas Bhayangkara). 

Penelitian ini dilakukan untuk menganalisis kualitas kesenjangan antara 

presepsi dan harapan mahasiswa terhadap kualitas pelayanan administrasi 

akademik yang diberikan Fakultas Ekonomi Universitas Bhayangkara Jakarta 

Raya. Penelitian ini menggunakan metode pendekatan kuantitatif deskriptif. 

Populasi dalam penelitian ini adalah mahasiswa Program Studi Manajemen 

Fakultas Ekonomi UBJ angkatan 2015. Pengambilan Sampel dalam penelitian ini 

menggunakan teknik Purposive Sampling dengan jumlah responden 139 orang. 

Teknik pengumpulan data menggunakan angket.  Analisis yang digunakan adalah 

Gap Analysis dan Importance Performance Analysis (IPA). Hasil penelitian 

menunjukan bahwa dilihat dari  analisis tingkat kesesuaian dan analisis 

kesenjangan berdasarkan dari lima dimensi SERVQUAL, kualitas pelayanan 

administrasi akademik pada Fakultas Ekonomi Universitas Bhayangkara memiliki 

1 dimensi yang harapannya lebih besar dibandingkan kinerja yang diberikan yaitu 

dimensi Daya Tanggap (Responsibility). Berdasarkan pemetaan atribut diagram 

kertasius terdapat  satu atribut yang dianggap penting oleh mahasiswa dan perlu 

tindakan prioritas yaitu atribut ketanggapan karyawan dalam membantu 

mahasiswa.  

 

Kata Kunci: Kualitas Pelayanan administrasi akademik, Gap Analisis, IPA, 

SERVQUAL 
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ABSTRACT 

 

Ami Lestari. 201510325069 An Analysis of the Quality of Academic 

Administrative Services with the Importance Performance Analysis (IPA) Method 

(Study of the Faculty of Economics, Bhayangkara University).  

This research was conducted to analyze the quality of the gap between 

perceptions and expectations of students towards the quality of academic 

administration services provided by the Faculty of Economics, Bhayangkara 

University. This study uses a descriptive quantitative approach. The population in 

this study were students of the 2015 UBJ Faculty of Economics Management 

Study Program. The sampling in this study used Purposive Sampling techniques 

with 139 respondents. The technique of collecting data uses a questionnaire. The 

analysis used is Gap Analysis and Importance Performance Analysis (IPA). The 

results showed that from the analysis of the level of suitability and gap analysis 

based on the five dimensions of SERVQUAL, the quality of academic 

administrative services at the Faculty of Economics of Bhayangkara University 

had one dimension whose expectations were greater than the performance given, 

the dimension of Responsibility. Based on attribute mapping, there are one 

attribute that is considered important by students and needs priority actions, 

namely employee responsiveness in helping students 

 

Keywords: Academic Administration Service Quality, Gap Analysis, IPA, 

Servqual 
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