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ABSTRAK

Siti Rosanti Jamaludin, Pengaruh Kualitas Pelayanan Dan Fasilitas
Terhadap Kepuasan Mahasiswa Program Studi Manajemen  Fakultas
Ekonomi Dan Bisnis Universitas Flores. Skripsi. Ende. Program Studi
Manajemen, Fakultas Ekonomi dan Bisnis. Universitas Flores. 2025.
Pembimbing I : Lambertus Langga,SE.,M.Sc

Pembimbing Il: Maria Endang Jamu, SE.,MM

Penelitian ini bertujuan (1) Untuk mengetahui pengaruh pelayanan
terhadap kepuasan mahasiswa pada program studi manajemen fakultas Ekonomi
dan Bisnis Universitas Flores. (2) Untuk mengetahui pengaruh fasilitas terhadap
kepuasan mahasiswa pada program studi manajemen fakultas Ekonomi dan Bisnis
Universitas Flores. Metode penelitian yang digunakan adalah penelitian
kuantitatif dengan populasi sebanyak 74 orang mahasiswa program studi. Data
dikumpulkan melalui observasi, kuesioner, dan Dokumentasi, kemudian dianalisis
menggunakan Uji Instrument, Regresi Linear Berganda dan uji Hipotesis dengan
bantuan SPSS.

Hasil penelitian menunjukkan bahwa: (1) Hasil uji hipotesis membuktikan
bahwa kualitas pelayanan berpengaruh terhadap kepuasan mahasiswa Program
Studi Manajemen Fakultas Ekonomi dan Bisnis Universitas Flores. Hal tersebut di
buktikan nilai t niwung lebih besar dari t waper (7,579> 1,99394) dengan dengan tingkat
signifikansi 0.000<0,05. Makah dapat disimpulkan bahwa hipotesis di terima dan
terbukti. Terdapat pengaruh secara persial antara variabel Kualitas pelayanan
terhadap kepuasan mahasiswa Program Studi Manajemen Fakultas Ekonomi Dan
Bisnis Universitas Flores. (2) Hasil uji hipotesis membuktikan bahwa fasilitas
berpengaruh terhadap kepuasan mahasiswa Program Studi Manajemen Fakultas
Ekonomi dan Bisnis Universitas Flores. Hal tersebut di buktikan nilai t niwng lebih
besar dari t tper (2,550 > 1,99394) dengan dengan tingkat signifikansi 0.000 <
0,05. Maka dapat disimpulakan bahwa hipotesis diterima dan terbukti. Terdapat
pengaruh secara persial antara variabel fasilitas terhadap kepuasan mahasiaswa
program studi manajemen fakultas ekonomi dan bisnis Universitas Flores. (3)
Hasil statistik uji regresi variabel Kualitas Pelayanan dan Fasilitas terhadap
Kepuasan Mahasiswa Program Studi Manajemen Fakultas Ekonomi dan Bisnis
Universitas Flores nilai F niwng Sebesar 32,079. Artinya Fhitung™> Fraber 3,12 dan nilai
signifikan 0,000 < 0,05 maka dapat disimpulkan bahwa hipotesis diterima dan
terbukti.

Kata Kunci: Kualitas Pelayanan, Fasilitas, Kepuasan Mahasiswa



ABSTRACT

Siti Rosanti Jamaludin, The Effect of Service Quality and Facilities on
Student Satisfaction in the Management Study Program, Faculty of
Economics and Business, University of Flores. Thesis. Ende. Management
Study Program, Faculty of Economics and Business, University of Flores.
2025. Supervisor I: Lambertus Langga, SE., M.Sc

Supervisor Il: Maria Endang Jamu, SE., MM

This study aims to (1) determine the effect of service on student
satisfaction in the Management Study Program, Faculty of Economics and
Business, University of Flores. (2) determine the effect of facilities on student
satisfaction in the Management Study Program, Faculty of Economics and
Business, University of Flores. The research method used was quantitative
research with a population of 74 students. Data were collected through
observation, questionnaires, and documentation, then analyzed using Instrumental
Testing, Multiple Linear Regression, and Hypothesis Testing with the help of
SPSS.

The results of the study indicate that: (1) The results of the hypothesis test
prove that service quality influences student satisfaction in the Management Study
Program, Faculty of Economics and Business, University of Flores. This is proven
by the calculated t value which is greater than the t table (5.084> 1.99394) with a
significance level of 0.000 <0.05. So it can be concluded that the hypothesis is
accepted and proven. There is a partial influence between the service quality
variable on student satisfaction of the Management Study Program, Faculty of
Economics and Business, University of Flores. (2) The results of the hypothesis
test prove that facilities have an effect on student satisfaction of the Management
Study Program, Faculty of Economics and Business, University of Flores. This is
proven by the calculated t value which is greater than the t table (5.203> 1.99394)
with a significance level of 0.000 < 0.05. So it can be concluded that the
hypothesis is accepted and proven. There is a partial influence between the facility
variable on student satisfaction of the Management Study Program, Faculty of
Economics and Business, University of Flores. (3) The statistical results of the
regression test of the Service Quality and Facilities variables on Student
Satisfaction of the Management Study Program, Faculty of Economics and
Business, University of Flores, the calculated F value is 16.799. This means that F
count > F table 3.12 and a significance value of 0.000 < 0.05, thus concluding that
the hypothesis is accepted and proven.

Keywords: Service Quality, Facilities, Student Satisfaction
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