
  

 

Copyright © 2023, JKAP, ISSN  0852-9213 (Print), ISSN 2477-4693 (Online)   

                       JKAP (Jurnal Kebijakan dan Administrasi Publik) 
Vol.27 (1), May 2023, 16-30 

ISSN 0852-9213 (Print), ISSN 2477-4693 (Online) 
                                                                                                                 Available Online at https://journal.ugm.ac.id/jkap 

 

Quality of Public Services at Religious State University 
in The COVID-19 Era  

Fatimatuz Zahro Diah Putri Dani  
National Research and Innovation Agency   

fati006@brin.go.id 
 

Dian Hafit Syaifullah  
National Research and Innovation Agency   

dian069@brin.go.id   

Abstract 

This research analyzed the service quality of The Religious State University (PTKN) in the era 
of COVID-19. The research problems for this study can be formulated as: (1) How is the level 
of satisfaction of service users (students) with the services provided by PTKN in the COVID-19 
era? (2) What service elements need to be maintained, improved and repaired the level of satis-
faction? This study uses a quantitative method with a survey approach. The sampling technique 
in this survey is convenience sampling. The service quality measurement instrument refers to 
Regulation of the Minister of State Apparatus Empowerment and Bureaucratic Reform of the 
Republic of Indonesia Number 14 of 2017, which is scientifically adapted from the five dimen-
sions of ServPerf by Cronin and Taylor. The research result showed that the SQI value of the 
majority of PTKN surveyed is included in the category of “Very Good” service performance or 
with the category of service quality “A”. However, online teaching and learning activities 
(KBM) are new to all PTKN surveyed, so some service providers and service users still have to 
adapt to this new habit. This is one of the reasons the service application is the lowest element 
and needs to be repaired.  
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INTRODUCTION 

The COVID-19 pandemic has resulted 
in changes in the mobility pattern of people 
around the world, including in Indonesia. To 
flatten the curve, the Indonesian government 
has implemented several policies, including 
the implementation of social distancing, 
massive restrictions on the movement of 
people, socio-economic and cultural activi-
ties, and requiring most employees and or-
ganizations to work from home (Dwianto, 
2021). So far, such policies are still consid-
ered the most effective efforts in mitigating 
the impact of the pandemic. However, these 
efforts also affect public services and bu-
reaucratic processes in the community, be it 
administrative, social, health, education, and 
others (Arfan & Nasution, 2021). Changes in 
conditions due to the COVID-19 pandemic 
for approximately one year have encouraged 
public servants to adapt to new environment 
and habits. “One-stop services” based on 
information technology, which has previous-
ly been widely replicated by the public sec-
tor (Adyawarman, 2021), becoming increas-
ingly needed because all services are re-
quired to be accessed without face-to-face 
interaction. In addition to not requiring face-
to-face interaction in using public sector ser-
vices, it can also improve the quality of ser-
vices and the value obtained by the service 
user community (Shobaruddin, 2018). For 
this article, the Religious State University 
(Perguruan Tinggi Keagamaan Negeri/
PTKN) is used as an example of adaptation 
in public service due to COVID-19 pandem-
ic context. The Religious State University, 
as a provider of educational/ academic ser-
vices, is not only required to organize online 
teaching and learning activities to improve 
health protocol standards, but administrative 
activities that facilitate academics activities 
of students and lecturers also need to be car-
ried out online. 

The ten ServQual dimensions are sim-
plified into five dimensions. Tangible, relia-
bility and responsiveness dimensions remain 
separate dimensions. Meanwhile, Compe-
tence, Courtesy, Credibility, and Security are 
categorized as assurance dimensions. Fur-
thermore, the dimensions of Access and 
communication, as well as understanding the 
customer, are categorized as dimensions of 

empathy. Briefly, the meaning of the five 
dimensions is explained in Jonathan & 
Siswanto (2017) and Syaifullah (2019) as 
follows: 

1. Tangible: the appearance of physical fa-
cilities, equipment, personnel, and com-
munication materials. 

2. Reliability: the ability to provide the 
promised service accurately, on time, and 
reliably 

3. Responsiveness: willingness to help cus-
tomers by providing good and fast ser-
vice. 

4. Assurance: the knowledge and friendli-
ness of personnel and the ability of per-
sonnel to be trusted and trusted. 

5. Empathy: the effort to know and under-
stand customer needs individually. 

Along with the development of sci-
ence, the ServQual method has been modi-
fied due to several criticisms. Cronin & Tay-
lor (1992) suggest a modified model by con-
sidering actual performance as the only fac-
tor that needs to be measured from service 
quality, namely the ServPerf (Service Per-
formance) Model. The two researchers argue 
that service quality should be measured as 
the attitude of service users, and actual per-
formance is the only measure of service 
quality and does not measure the level of 
expectations of service users (Kusyana & 
Pratiwi, 2019). This new model still uses the 
same 5 dimensions as ServQual, namely 
physical evidence, reliability, responsive-
ness, assurance, and empathy along with 22 
indicators of the servqual model. The main 
difference between ServPerf and ServQual is 
that ServPerf only measures consumer atti-
tudes as the core of service quality and does 
not measure customer expectations. The five 
dimensions of ServPerf are the basis for the 
preparation of indicators for the survey of 
public satisfaction on public services by the 
Ministry of Administrative Reform and Bu-
reaucratic Reform (Kemenpan RB). The ser-
vice elements that serve as indicators are 
stated in the Regulation of the Minister for 
Empowerment of State Apparatus and Bu-
reaucratic Reform Number 14 Year 2017 
(Permenpan RB 14/2017), which regulates 
Guidelines for Compilation of Community 
Satisfaction Surveys for Public Service Pro-
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viders  

The measurement of service quality in 
higher education is not distinguished from 
other services in general (Ghozi et al., 2019). 
Because the benchmark for the service quali-
ty of higher education organizations is the 
extent to which they can fulfil the demands 
and interests of their stakeholders. In this 
case, the main stakeholders of higher educa-
tion who closely related to service quality 
are students. So that universities can survive 
in the competition between universities in 
the midst of the demands of the Indonesian 
people who are increasingly aware of service 
quality, knowledge and awareness are need-
ed about the willingness of the community to 
use higher education services. The services 
at universities during the COVID-19 period 
consisted of academic services and adminis-
trative services. Academic services, in this 
case, are distanced learning services or e-
learning. Meanwhile, administrative services 
consist of (1) new student admission and 
registration services and (2) secretarial/
administrative services. 

The Religious State University 
(PTKN), which is under the responsibility of 
the Ministry of Religious Affairs, are state 
universities based on the 5 official religions 
in Indonesia. there are currently 81 PTKN 
spread across all regions in Indonesia 
(Eleazar, 2021). They consist of 17 State Is-
lamic Universities (UIN), 36 State Islamic 
Institutes (IAIN), and 5 State Islamic Colleg-
es (STAIN), 6 State Christian Institute 

(IAKN), 2 State Hindu Universities (UHN), 
2 State Hindu Religion Institutes (IAHN), 
and 8 Hindu Religion Colleges (STAH), 2 
State Christian College (STAKN), 1 State 
Protestant Christian College (STKAPN), 1 
State Catholic Religious College 
(STAKatN), and 2 State Buddhist College 
(STABN). 

The study of service quality at univer-
sities during the COVID-19 period in Indo-
nesia was traced using sources from Google 
Scholar with the keyword search protocol in 
the title "quality of college services during 
the COVID-19 period". Based on the search, 
13 studies were obtained on this topic, con-
sisting of 4 theses, 1 thesis, and 8 articles. 
However, the researchers focus on filtering 
sources that come from articles only. A total 
of 8 articles all use ServQual dimensions and 
descriptive quantitative approaches such as 
Chairiyaton et al., (2020); Ginting et al., 
(2021); Indrajit, (2020) but with various 
methods such as Importance Performance 
Analysis (IPA) in Saepudin et al., (2020) 
research and others. However, none of the 
studies has used the ServPerf theory as a fur-
ther reference for the ServQual dimension.   

In particular, the researchers also ex-
plores its relation to the object of research. 
Many studies on service quality at State Re-
ligious Universities (PTKN) using various 
approaches: descriptive, implementative and 
evaluative, have been carried out. For exam-
ple, Wicaksono & Purboningsih (2021) who 
conducts related research Quality of Educa-
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Figure 1. Scores of PTKN Service Quality Index (SQI) in 2021  
Source: Processed data, 2021  

Description 

PTKN 1 : IAHN Gde Pudja Mataram 

PTKN 2 : IAHN Tampung Penyang, 

PTKN 3 : IAIN Kudus 

PTKN 4 : IAIN Pontianak 

PTKN 5 : IAIN Tulungagung 

PTKN 6 : IAKN Ambon 

PTKN 7 : IAKN Manado 
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tion Services during the COVID-19 Pandem-
ic Period of the Tadris Chemistry Study Pro-
gram, Faculty of Tarbiyah and Teacher 
Training at UIN Antasari Banjarmasin. In 
addition, Rizki et al. (2021) implemented the 
Kano application and analyzed the online 
academic service system of the Faculty of 
Science and Technology (FST) at UIN SUS-
KA Riau during the COVID-19 pandemic. 
Evaluative research on academic services 
conducted by Midawati (2021) and Asrul 
(2020) is also still limited to one aspect of 
the service that is assessed for its effective-
ness and level of satisfaction. So far, these 
studies are limited to case studies of 1 PTKN 
or 1 particular service, and the majority are 
at State Islamic Universities (PTIN). As a 
result, this research is aimed at analyzing the 
quality of PTKN services in the COVID-19 
era more broadly as well as to complement 
previous studies that are more partial. Based 
on this background, several research prob-
lems can be formulated: (1) How is the level 
of satisfaction of service users (students) 
with the services provided by PTKN in the 
COVID-19 ? (2) What service elements need 
to be maintained and improved and repaired 
the level of satisfaction?  

 

METHOD 

This study uses a quantitative descrip-
tive method with a survey approach. Survey 
research is a research that collects infor-
mation from a sample by asking questions 
through questionnaires or interviews so that 

later it describes various aspects of the popu-
lation and uses questionnaires as a basic data 
collection tool (Fraenkel et al., 2012; Maidi-
ana, 2021). For determining the sample as 
respondents, this survey uses a non-
probability sampling technique namely con-
venience sampling, a form of non-
probability sampling which select partici-
pants because they are often readily and eas-
ily available (Taherdoost, 2016). In this case, 
the sample is determined from service users, 
specifically students that have internet ac-
cess either with smartphones or other com-
puter devices, taken from PTKN which is 
willing to support the implementation of the 
survey. The distribution of questionnaires to 
respondents at PTKN is assisted by the per-
son in charge/representative of each PTKN. 
The sample targeted by respondents in this 
survey were students who received PTKN 
services from mid-2020 until the end of 
2020 where simultaneous learning was car-
ried out online due to the Implementation of 
Community Activity Restrictions or PPKM 
in Indonesia to reduce the spread of the 
COVID-19 virus. 

Data collection techniques were car-
ried out online using google form media. 
The google form link is distributed by field 
assistants who are also educators at each 
State Religious University (PTKN) through 
a WhatsApp group broadcast. To maintain 
the validity of the data generated, the spot 
check technique was also carried out by field 
officers (surveyors) to check the correctness 
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of the respondent's data and the answers they 
gave. The PTKN that became the scope of 
this research was the Higher Education 
Work Unit which became a pilot project 
based on the Inspector General's Letter of 
the Ministry of Religious Affairs Number B-
131/IJ/PS.00.6/02/2021 dated 11 February 
2021, which amounted to 7 State Religious 
Institute. Those PTKN are:  

1. IAHN Gde Pudja Mataram  

2. IAHN Tampung Penyang, Palangkaraya 

3. IAIN Kudus  

4. IAIN Pontianak  

5. IAIN Tulungagung 

6. IAKN Ambon  

7. IAKN Manado  

The survey was conducted on 14th–
18th February 2021. The number of respond-
ents collected during the 5 days was 2.213 
respondents from the 7 PTKN surveyed. The 
respondents consist of 205 respondents from 
IAHN Gde Pudja Mataram, 112 respondents 
from IAHN Tampung Penyang, 193 re-
spondents from IAIN Kudus, 186 from IAIN 
Pontianak, 795 respondents from IAIN 
Tulungagung, 232 respondents from IAKN 
Ambon and 490 respondents from IAKN 
Manado. The reliability of the questionnaire 
is 0.868 based on Cronbach’s alpha test. The 
value means most items are reliable, and all 
tests are internally consistent because they 
have strong reliability. 

Regulation of the Ministry of State 

Apparatus Empowerment (Permenpan) relat-
ed to Bureaucratic Reform (2017: 8) adapt 
the five dimensions of ServPerf. The rela-
tionship between the 5 dimensions and the 9 
elements applied in this research is as fol-
lows: 1) tangibles (service facilities and in-
frastructure), 2) reliability (term of service 
completion), 3) responsiveness (service re-
quirements, service procedures), 4) assur-
ance (service cost/fee, service application), 
and 5) empathy (handling of complaints).)
The regulation is prepared to cover the index 
of various public services in the Government 
Regulation of the Republic of Indonesia 
Number 96 of 2012, namely: 1) goods, 2) 
services, and 3) administration. The element 
product specification in the regulation is to 
cover the conformity of the goods specifica-
tion in the Government Regulation. The reg-
ulation was also drafted to cover services 
that were then more offline-based. The suita-
bility of the product specification is not ap-
propriate for services and administration. 
The Ministry of RB allows the deletion/
replacement of the elements exemplified be-
cause these elements are examples given on 
an offline basis. Based on the transformation 
of services adapting to COVID-19 on an 
online basis, the expertise and quality of of-
ficers who are part of the assurance dimen-
sion can be replaced with service applica-
tions. The same also applies to product spec-
ifications that are in the dimension of relia-
bility of one-stop integrated services, all of 
which are in the form of administrative prod-

Figure 3. Average Rate (2) Service Procedure Element at PTKN in 2021 

Source: Processed Research Data, 2021 
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ucts similar to the quality of their specifica-
tions (research permits, study plans, study 
results legalization of diplomas, etc.). 

The Service Quality Index (SQI) is 
calculated using the weighted average value 
of each service element (Hariany et al., 
2014). Each service element has the same 
weight. Because the service elements evalu-
ated in this study consisted of 7 elements, 
the average service weight was obtained us-
ing the following formula:  

After that, to obtain the SQI value of 
the service unit, the weighted average value 
approach is used with the following formula: 

The results of the SQI are measured on 
an ordinal scale and grouped into levels of 
service performance measurement. The level 
of measurement of service performance 
based on Permenpan Number 14 of 2017. 
The score of SQI 25.00-64.99 can be catego-
rized with service quality “D” or service unit 
value is not good. Likewise with SQI’s score 
65.00 – 76.60 can be categorized with ser-
vice quality “C” or service unit value is not 
good. SQI’s score 76.61 – 88.30 can be cate-
gorized with service quality “B” or service 
unit value is good. Whereas SQI’s score 
88.31 – 100.00 can be categorized with ser-

vice quality “A” or service unit value is 
Very good.  

   

FINDINGS AND DISCUSSION 

Level of Satisfaction with PTKN Service 
Quality in the COVID-19 Era 

The respondents of this research not 
only from students but also the officers and 
prospective students who got services from 
the university’s registration/customer ser-
vice. The officers in these survey refers to 
lecturers and employees in the university 
who use the university’s public services such 
as administration and staffing office. The 
distribution of respondents from students is 
more dominant than the others, about 
90,18%, for the officers and prospective stu-
dents the percentages are 7.98% and 0.31% 
respectively. The age range of the respond-
ents divided into 4 scales are (a) under 19; 
(b) 19-25; (c) 26-32; and (d) above 32. Most 
of the respondents who answered the ques-
tionnaire for this research are in the 19-25 
age range by 75%, followed by respondents 
under the age of 19 age by 13%. These indi-
cated that most of respondents are bachelor 
degree students. The services in these re-
search questionnaire consist of academics 
services, e-learning facilities, administration 
services, and new student registration sys-
tem. Academic services include services 
such as thesis seminar registration and pro-
cessing, final thesis mentoring, choices of 

JKAP (Jurnal Kebijakan dan Administrasi Publik) Vol.27 (1), May 2023 ---- https://journal.ugm.ac.id/jkap 

Figure 4. Average Rate (3) Term of Service Completion Elementat PTKN in 2021 

Source: Processed Research Data, 2021 

Weighted average value =       Total weight    =  1= 0.14286 
    Number of elements  7 

SQI = Total of perceived value per element x Weighting value 

Total elements filled 

http://u.lipi.go.id/1445500185


22 

 

Copyright © 2023, JKAP, ISSN  0852-9213 (Print), ISSN 2477-4693 (Online)   

alternative courses, and the education tuition 
fees (SPP). Administration services include 
services to propose the letter of support/ rec-
ommendation to scholarship or internship, 
paid leave and others. Based on survey re-
sult, e-learning is the service that most re-
spondents use, by 67%.  

The services at several PTKN which 
are the target of the survey have increasingly 
adapt to a digital system. As a result, when 
PPKM is implemented in Indonesia, where 
all academic and administrative services 
must be done online, some PTKN have been 
able to adapt to these conditions. There are 
some digital services that have been carried 
out by PTKN before PPKM is implemented, 
such as new student registration which can 
be accessed on the respective PTKN web-
sites. Meanwhile, online teaching and learn-
ing activities are new to all the PTKN sur-
veyed. Online teaching and learning activi-
ties use the aid of applications such as 
Google Meet, Zoom, Google Drive and 
Google Classroom. However, these activities 
are major obstacles to the effectiveness of 
student learning. Especially for students who 
live in areas where there are limited internet 
connections or access. Moreover, for admin-
istrative or secretarial services, several 
PTKNs perform both online and offline ser-
vices by implementing visitor restrictions 
and strict health protocols. Some PTKN are 
quick to adapt to this condition and launched 
various service-supporting innovations, such 
as the online legalization of diplomas that 

have been implemented at IAIN Kudus. This 
is evidenced by the highest SQI results of 
IAIN Kudus among other PTKN. 

IAIN Kudus has focused on continual-
ly improving the quality of their public ser-
vices for the last 2 years. This is shown by 
the construction of One-Stop Integrated Ser-
vices (PTSP). PTSP is an effective system 
and management to realize a fast, easy, 
transparent, measurable service process fol-
lowing established standards (Thalib et al., 
2020). The PTSP can be accessed both of-
fline and online. PTSP offline is located in 
the Rectorate Building of IAIN Kudus, while 
PTSP online can be accessed on their 
webpage (https://ptsp.iainkudus.ac.id/
index.php/main/). In addition, adjustments to 
digital applications for administrative ser-
vices have also been carried out online, such 
as through online lecture attendance lists, as 
well as meeting attendance lists using QR 
Codes. This is necessary because of the im-
plementation of PPKM in several regions in 
Indonesia some agencies have transferred 
their services and activities online, including 
IAIN Kudus.  

The level of satisfaction with the quali-
ty of service of each PTKN was obtained 
from the results of a survey of the respond-
ents in each PTKN. The results of the survey 
are calculated using a weighted average to 
generate the SQI value. Figure 1 shows that 
the majority of PTKN’s SQI scores surveyed 
had service performance including "Very 

Figure 5. Average Rate (4) Service Cost/Fee Element at PTKN in 2021  

Source: Processed Research Data, 2021 
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Good" or with the service quality "A " cate-
gory. The PTKNs included in this category 
are PTKN 1,2,3,4,6 and 7. Meanwhile, 
PTKN 5 has service performance in the 
“Good” category or with the “B” service 
quality category is PTKN 5. The average 
result of the seven PTKNs surveyed got an 
SQI score of 92,903. This means that the 
quality of service at the majority of PTKN 
surveyed is included in "Very Good" or with 
a service quality category of "A".  

 

Service Elements to Improve PTKN Service 
Quality 

The service elements assessed in the 
measurement of PTKN service satisfaction 
consist of 7 elements: (1) service require-
ments; (2) service procedures; (3) terms of 
service completion; (4) service costs/fee; (5) 
service facilities and infrastructure; (6) of-
ficer response/service application; and (7) 
complaint consultations. Service require-
ments on this instrument are identified ac-
cording to the information that has been pre-
viously provided. For example, to make a 
scholarship application letter, the require-
ments are in the form of files or documents 
that must be completed to be submitted/
collected according to the information pro-
vided by each PTKN. That completeness is 
the requirements for managing certain types 
of services, both technical and administra-
tive, that must be met by service users be-

fore obtaining the services at the PTKN con-
cerned. In Figure 2, the value means that: 1) 
service users have confirmed that the service 
requirements that are sought to be dissemi-
nated to prospective service users have been 
conveyed to them properly before they ad-
minister the service; 2) service users confirm 
that the terms of use of the service have been 
socialized and communicated to them. In 
practice, this has been implemented by the 
information provided by the service provid-
er.  

The perceived value of the service re-
quirements element of PTKN 4 is ”Not 
Good” because the required information is 
not easy to obtain by service users who are 
not used to accessing services online. Ser-
vice users who are not used to accessing 
online services still need to ask about the 
service quality requirements offline to a very 
limited number officers. Service users are 
used to knowing the terms of offline service 
before collecting the required requirements 
and then submitting an application to the 
officer. In online services, the terms of ser-
vice can only be known to service applicants 
when they enter the service application 
menu. This makes it difficult for some ser-
vice users to perceive the low service quality 
requirement element of PTKN 4. The solu-
tion to improve this is to actively socialize 
the terms of service to students. This can be 
done by chatting to the contact or WhatsApp 
number of all students or by massively using 
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contemporary social media so that it can be 
more authenticated by service users, the ma-
jority of whom are students.  Another solu-
tion is to provide a service term display the 
first time the online service homepage is ac-
cessed by the service user. 

The next element is the procedure or 
service flow element. In this case, the re-
searcher evaluates the ease of flow/service 
procedures applied to each PTKN. Figure 3 
shows that 7 PTKN have SQI scores average 
in the "Good" category in the service proce-
dure element. The value of the category 
"Good" or with service quality "B" in the 
service element "procedure or service flow" 
in 7 PTKN means: 1) service users have 
confirmed that the "service procedure or 
flow" that has been socialized to prospective 
service users has been conveyed to them; 2) 
service users confirm that the terms of use of 
the services that are socialized and conveyed 
to them are in reality very easy for service 
users to follow in the implementation of 
these services. However, the quality of ser-
vice procedures applied at the IAIN Tulun-
gagung (PTKN 5) and IAIN Pontianak 
(PTKN 4) are the lowest in the "Not Good" 
category or with a "C" service quality.  

PTKN 4 has not displayed the proce-
dures that service applicants must go 
through until they get their services in their 
digital services. They only know the terms 
of service on the service application menu 

but no information conveys the effort and in 
what way must be done next so that the re-
sults of the service reach them. The less in-
formative information on this item in PTKN 
4 digital services has an impact on the per-
ception of the difficulty of service proce-
dures by users in PTKN 4. 

This can indicate that the Standard Op-
erating Procedure (SOP) for services in the 
two PTKNs is still considered to be convo-
luted and has not been properly socialized. 
Similar to service requirements, one solution 
to improve this service is to socialize the 
SOPs massively. This activity can be done 
through digital socialization using the latest 
social media on the website and in the IAIN 
service area. 

The average SQI value of the 7 PTKN 
in the third element, namely the term of ser-
vice completion is 80,6 which is included in 
the "Good" category or with a service quali-
ty standard of "B" (Figure 4). This means 
that the period for completing the services 
received is by the time standard by each 
PTKN. The value of the category "Good" or 
with service quality "B" on the service ele-
ment "period of service completion" at 6 
PTKN means that service users confirm that 
the service completion period delivered to 
them is in reality very in line with what was 
experienced by service users in the imple-
mentation of the service. However, there are 
still PTKNs that still get an SQI score below 

Figure 7. Average Rate (6) Service Application at PTKN in 2021  

Source: Processed Research Data, 2021 
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the average, PTKN 5 and 7. Sadly, PTKN 4 
got the lowest scores in terms of service 
completion or the “Not Good” service quali-
ty category. It indicates that, for the service 
element "term of service completion", more 
service users find that the service comple-
tion period promised in the minimum ser-
vice standards in the 3 PTKN is less accu-
rate than experienced by users in 4 other 
PTKNs. The service website created by 
PTKN 4, for example, has not displayed the 
service completion period standard so ser-
vice users feel uncomfortable waiting for 
service results. Streamlining the period of 
completion of this service can be done by 
informing the time of service both in writing 
and orally. For example, the service of mak-
ing a scholarship application letter can be 
obtained for 3 working days. The period of 
service can be socialized by writing on the 
University's website and in front of the ser-
vice area or delivered orally by the service 
officer. In addition, service personnel can 
compensate students who get the service 
more than the promised time.   

The fourth element that is evaluated in 
this satisfaction survey is the cost/fee of ser-
vice. This element is a crucial instrument for 
measuring service satisfaction. Because in 
addition to looking at the level of user ser-
vice satisfaction, it is also to see the exist-
ence of acts of corruption such as extortion 
and gratification in service fulfilment. 

Therefore, the statement for this instrument 
is the suitability of the cost/fee of service 
with the official provisions of each PTKN. 
Some services are free of charge, such as 
administrative services related to scholarship 
application letters, and single tuition relief 
letters. However, there are paid services 
such as diploma legalization. Costs/fees are 
adjusted to the number/of legalized sheets 
required by each service user. In addition, it 
is adjusted to the standard doubling rate per 
sheet from each PTKN area because access 
to raw materials (paper) and tools is not yet 
affordable. However, some PTKN provide 
the option of making copies themselves be-
fore submitting them to be legalized by the 
service provider free of charge. Based on the 
results of the SQI survey for the cost/service 
fee element, it can be seen that the majority 
of respondents at PTKN stated that the ser-
vice fees paid were in line with the official 
provisions of each PTKN so that it was re-
flected in the 7 PTKN scores in the "Good" 
category with the average of SQI is 83.5 
(Figure 5). 

The fifth element that becomes the in-
strument of this survey is the service facili-
ties and infrastructure element. In this ele-
ment, the researcher focuses more on identi-
fying the quality of the service in support 
facilities and/or online service system 
(distance learning) provided by each PTKN. 
Have the service facilities and infrastructure 
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provided comfort or ease of use? Based on 
the survey results, as shown in Figure 6, the 
service facilities and infrastructure of 7’s 
PTKN are still in the “Good” category while 
the average SQI below the scale (76,7). 
However, three of PTKN are in the “Not 
Good” category, namely PTKN 4,5 and 7 
with PTKN 5 having the lowest value of ser-
vice facilities and infrastructure. However, 
when reviewing questions related to re-
spondents’ suggestions for improving the 
quality of the three PTKNs with the lowest 
scores, respondents at most suggested few 
improvements related to service facilities 
and infrastructure. Although service users 
who access the service website using per-
sonal internet connection do not experience 
problems, service users who rely on campus 
wifi to access service websites experience 
slowness due to insufficient bandwidth. 
They think that wifi should be part of the 
facilities and infrastructure attached to 
online services so that the internet band-
width must be increased. 

The element of assurance which is the 
basis of the sixth instrument in this survey is 
also a priority to be evaluated to examine the 
assurance of service applications that have 
been made by each PTKN. In this element, 
the researcher focuses on identifying the ser-
vice applications. As shown in figure 7, for 
the 7 PTKNs surveyed, the average SQI 

scores from service application response ele-
ments tend to be lower or in the “Not Good” 
category (75,2). It means that the service 
officer/application for the 7 PTKNs tend to 
be not fast enough in answering/fulfiling the 
needs of service users. Meanwhile, for this 
element, only PTKN 1 and 2 are included in 
the service category “Good” or with the ser-
vice quality category “B” (Figure 7). 

Respondents stated that the response 
of the service application was very slow 
when accessed with campus wifi (element 
5). The low level of this assessment is relat-
ed to their perception of element 5, namely 
the low bandwidth of the campus wifi used 
to access the service application. Improve-
ments in the value of the element 6 can be 
done by: 1) increasing the bandwidth of the 
wifi campus; and/or 2) simplifying the dis-
play of the service website on a mobile 
(smartphone) display, for example, the reso-
lution of the image display with low resolu-
tion so that the bytes used to access can be 
shortened. 

The last service element surveyed is 
service complaints consultation or handling 
of complaints. We should not disdain the 
complaints, claims or suggestions contribut-
ed by students. Quite to the contrary, we 
need to consolidate a positive culture that 
will allow us to elaborate on all the signifi-

Figure 9. Average SQI Value of PTKN for each Service Element  

Source: Processed Research Data, 2021 
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cant information that service complaints can 
often contain (Vila et al., 2004). This ele-
ment is measured to see the responsiveness 
and responsibility for the handling of com-
plaints, whether delivered orally or in writ-
ing via suggestion papers, or using online 
media. The researcher emphasizes the ease 
of use and access in the handling of com-
plaints provided by each PTKN on this ele-
ment. As seen in figure 8, the survey of this 
element shows that the service quality of 
handling of complaints at PTKN in 2021 on 
average is included in the "Good" category 
with Service Quality "B". However, PTKN 4 
and 5 still got the “Not Good” category 
(figure 8). The service application at PTKN 
4 has not aired online media complaint han-
dling so service users who make complaints 
need to visit the offline service counter. The 
absence of an online complaint channel 
means that it will reduce the participation of 
service users in the improvement of PTKN 4 
services (Purwanto, 2008). Meanwhile, 
PTKN 5 got the “Not Good” category for 
this element because some of the contact 
persons listed on the application responded 
slowly. 

The service element that is of concern 
to be improved is obtained from the average 
SQI value of PTKN per Service Element. As 
shown in figure 9, it can be seen that there 
are needs for improvement in the elements 
of service facilities and infrastructure 
(element 5) and service application (element 
6) by the PTKNs surveyed in order to meet 
service user satisfaction. Overall, the SQI 
value of the service application is the only 
one that is of low quality (C / "Not Good") 
while the other elements tend to be in the 
“Good” category or above. Based on cus-
tomer complaints, the low SQI value of the 
service application is due to the slow loading 
of the application when accessed using low-
bandwidth wifi which is also related to ser-
vice facilities and infrastructure (Fathin et 
al., 2016). Solutions that can be done for 
slow loading because of this are: 1) increas-
ing the PTKN’s wifi bandwidth; and/or 2) 
increasing the bitrate of the landing page by 
replacing the current image with a low-
resolution image. Increasing the bitrate on 
the one hand (with high-resolution images) 
will also result in better display quality. The 
consequence of the higher bitrate is the need 

for greater network bandwidth (Nugroho et 
al., 2018). The consequence is to choose 
both of the above options or one of them 
based on the available resources.  

 

 CONCLUSION 

The most important finding from this 
study is that most of the services of the 7 
PTKNs surveyed had implemented digital 
services before the COVID-19 pandemic. As 
a result, when the PPKM rules are enforced 
during the pandemic, service users are al-
ready accustomed to using online services. 
This is indicated by the SQI value of the ma-
jority of the PTKNs surveyed being included 
in the category of "Very Good" service per-
formance or with the category of service 
quality "A". However, online teaching and 
learning activities (KBM) are new to all 
PTKN surveyed, so some service providers 
and service users still have to adapt to this 
new habit. This is one of the reasons the ser-
vice application is the lowest element and 
needs to be improved. Some of the limita-
tions of this research are that it used an eval-
uation instrument for public services in gen-
eral. In addition, the selection of respondents 
based on the convenience sampling method 
makes the results of this study unable to be 
generalized with the existing population of 
each state religious institute studied. Further 
research can apply the other assessment 
models such as EduQual and HEdPerf 
(Higher Educational Performance).  

 

ACKNOWLEDGEMENT 

The authors are grateful to the Re-
search and Development (R&D) Center of 
Lectures, Religious Treasures and Organiza-
tional Management (Puslitbang LKKMO) of 
the R&D and Training Agency of the Minis-
try of Religious Affairs which is a sponsor to 
the regular research for 2021 with the title is 
"Omnibus Survey of Integrity Zone Re-
search in the Ministry of Religious Affairs". 
That research was validated by Letter Offi-
cial Decision Maker Commitment Literature 
Research and Development Center, Reli-
gious Treasures and Organizational Manage-
ment Number 15 in 2021.  

 

JKAP (Jurnal Kebijakan dan Administrasi Publik) Vol.27 (1), May 2023 ---- https://journal.ugm.ac.id/jkap 

http://u.lipi.go.id/1445500185


28 

 

Copyright © 2023, JKAP, ISSN  0852-9213 (Print), ISSN 2477-4693 (Online)   

REFERENCES  

Adyawarman, A. (2021). The Challenges of 
Public Innovation: Insights From Risk 
Governance in Batang Regency. Jurnal 
Kebijakan Dan Administrasi Publik, 
25(1), 1–24. https://doi.org/https://
doi.org/10.22146/jkap.62314 

Arfan, S., & Nasution, M. S. (2021). Re-
sponsivity of Public Services in Indo-
nesia during the COVID- 19 Pandem-
ic. Budapest International Research 
and Critics Institute (BIRCI-Journal): 
Humanities and Social Sciences, 4, 
552–562. https://doi.org/10.33258/
birci.v4i1.1638 

Asrul, N. A. M. (2020). Ekspektasi dan 
Tingkan Kepuasan Mahasiswa ter-
hadap Kualitas Layanan Pendidikan 
secara Daring selama Pandemi 
COVID 19. Jurnal Administrasi Pub-
lik, 16(2), 111–122. https://
doi.org/10.52316/jap.v16i2.53 

Chairiyaton, Zhafira, N. H., & Ertika, Y. 
(2020). Persepsi Mahasiswa Terhadap 
Kualitas Pelayanan Akademik Di Ma-
sa Pandemi COVID-19. Jurnal Bisnis 
Dan Kajian Strategi Manajemen, 4(2), 
267–276. https://doi.org/10.35308/
jbkan.v4i2.2621 

Cronin, J. J., & Taylor, S. A. (1992). Meas-
uring Service Quality: A Reexamina-
tion and Extension. Journal of Market-
ing, 56(3), 55. https://
doi.org/10.2307/1252296 

Dwianto, R. A. (2021). Assessing E-
Leadership in the Public Sector during 
the COVID-19 Pandemic in ASEAN. 
Jurnal Kebijakan Dan Administrasi 
Publik, 26(November), 90–111. 
https://doi.org/10.22146/jkap.62831 

Eleazar. (2021). Daftar Perguruan Tinggi 
Keagamaan Negeri Masing-Masing 
Agama di Indonesia. Katolikku.Com. 
https://www.katolikku.com/news/pr-
1611474236/daftar-perguruan-tinggi-
keagamaan-negeri-masing-masing-
agama-di-indonesia 

Fathin, C. A., Achidsti, A., & Priambodo, D. 
I. (2016). Analysis of Three Actors: 

Roles of Government, Private Sector, 
and University toward Startup Growth 
in Yogyakarta. JKAP (Jurnal Ke-
bijakan Dan Administrasi Publik), 20
(1), 38. https://doi.org/10.22146/
jkap.10642 

Fraenkel, J. R., Wallen, N. E., & Hyun, H. 
H. (2012). How to design and evalute 
research in education (Beth Mejia 
(ed.)). McGraw-Hill. 

Ghozi, S., Rakim, A. R., & Mahfud, M. 
(2019). Analisis Kinerja Layanan 
Perguruan Tinggi Menggunakan Cus-
tomer Satisfaction Index (CSI) dan 
Importance Performance Analysis 
(IPA). Journal of Data Analysis, 2(1), 
31–42. https://doi.org/10.24815/
jda.v2i1.14287 

Ginting, V. R., Yolanda, A., & Sari, R. A. 
(2021). Tangibles Sebagai Faktor 
Yang Mempengaruhi Kualitas Pela-
yanan Perguruan Tinggi. BISMA Cen-
dekia, 2(1), 1–5. Retrieved from http://
ojs.politeknikcendana.ac.id/index.php/
bisma/article/view/64 

Hariany, Z., Prof, I., & Matondang, I. A. R. 
(2014). Analisis Indeks Kepuasan 
Masyarakat (IKM) terhadap Pelayanan 
Publik di Puskesmas XXX. Jurnal 
Teknik Industri FT USU, 5(2), 17–21. 
ISSN 2443-0579 

Indrajit. (2020). Analysis Of Student Satis-
faction Levels On Quality Of Service 
In Higher Education : Case Study Of 
University. Klabat Journal of Manage-
ment, 1(1), 55–65. 

Jonathan, L. C. A. R., & Siswanto, E. 
(2017). Quality of Public Services. 
Research Journal of Accounting and 
Business Management, Volume 1, 
No.1, June 2017: 14-28, 1 No 1, 14–
28. https://doi.org/10.31293/
rjabm.v1i1.2724 

Kusyana, D. N. B., & Pratiwi, K. A. (2019). 
Skala Pengukuran Kualitas Layanan: 
Sebuah Kajian Literatur. Widya Mana-
jemen, 1(2), 21–39. https://
doi.org/10.32795/
widyamanajemen.v1i2.354 

Dani & Syaifullah — Quality of Public Services at Religious State University... 

http://u.lipi.go.id/1445500185


29 

 

Copyright © 2023, JKAP, ISSN  0852-9213 (Print), ISSN 2477-4693 (Online)   

Maidiana, M. (2021). Penelitian Survey. 
ALACRITY : Journal of Education, 1
(2), 20–29. https://doi.org/10.52121/
alacrity.v1i2.23Midawati, T. (2021). 
Efektifitas Pelayanan Akademik Dar-
ing Terhadap Kualitas Penyelesaian 
Studi Akhir Mahasiswa Di Masa Pan-
demi COVID-19 (Studi Kasus Jurusan 
Teknik Perencanaan Wilayah dan Kota 
Fakultas Sains dan Teknologi UIN 
Alauddin Makassar Tahun 2021). 
Jurnal Teknologi Pendidikan Madras-
ah, 4 no 1. DOI: 10.5281/
zenodo.5579960 

Mudhofar, M. (2021). The Effect of Perfor-
mance Allowances on Motivation, 
Employees’ Work Achievement and 
Organizational Performance in Gov-
ernment Offices. Jurnal Kebijakan dan 
Administrasi Publik, 11(1), 101–110. 
https://doi.org/10.31289/
jap.v11i1.4963 

Peraturan Menteri Pendayagunaan Aparatur 
Negara dan Reformasi Birokrasi Re-
publik Indonesia Nomor 14 Tahun 
2017 Tentang Pedoman Penyusunan 
Survei Kepuasan Masyarakat Unit 
Penyelenggara Pelayanan Publik, 
(2017). https://peraturan.bpk.go.id/
Home/Details/132600/permen-pan-rb-
no-14-tahun-2017 

Nugroho, F. A., Sumiharto, R., & Hujja, R. 
M. (2018). Pengembangan Sistem 
Ground Control Station Berbasis Inter-
net Webserver pada Pesawat Tanpa 
Awak. IJEIS (Indonesian Journal of 
Electronics and Instrumentation Sys-
tems), 8(1), 1. https://
doi.org/10.22146/ijeis.30126 

Parasuraman, A., Zeithaml, V. A., & Berry, 
L. (1985). A Conceptual Model Of 
Service Quality And Its Implications 
For Future Research. The Journal of 
Marketing, 49(4), Hlm. 41 s/d 50. 
https://doi.org/10.2307/1251430 

Purwanto, E. A. (2008). Keluhan Sebagai 
Bentuk Partisipasi. JKAP (Jurnal Ke-
bijakan Dan Administrasi Publik), 12
(1). https://doi.org/10.22146/jkap.8391 

Ratminto, & Winarsih, A. S. (2005). Mana-
jemen pelayanan : pengembangan 
model konseptual, penerapan citizen’s 
charter dan standar pelayanan mini-
mal. Pustaka Pelajar. 

Rizki, M., Almi, A. T., & Kusumanto, I. 
(2021). Aplikasi Metode Kano Dalam 
Menganalisis Sistem Pelayanan Online 
Akademik FST UIN SUSKA Riau pa-
da masa Pandemi COVID-19. 18(02), 
180–187. http://dx.doi.org/10.24014/
sitekin.v18i2.12710 

Saepudin, Surjono, W., & Leviany, T. 
(2020). Aplikasi Importance Perfor-
mance Analysis (IPA) dalam Menilai 
Kualitas Pelayanan Jasa Pendidikan 
pada Perguruan Tinggi Swasta di 
Wilayah IVB Aptisi Jawa Barat. JEM-
PER, 2(1), 27–36.  DOI: 10.32897/
jemper.v2i1.254 

Shobaruddin, M. (2018). Critical Factor In-
fluencing Electronic Government Ca-
pacity Building in Sragen Municipality 
Government Public Service Delivery. 
Jurnal Kebijakan dan Administrasi 
Publik, 22(2), 98–116. https://
doi.org/10.22146/jkap.34105 

Syaifullah, D. H. (2019). Tingkat Kepuasan 
Masyarakat Atas Layanan Keagamaan 
Yang Diselenggarakan Direktorat Jen-
deral Bimbingan Masyarakat (Ditjen 
Bimas) Buddha Tahun Layanan 2018. 
Jurnal SMART (Studi Masyarakat, 
Religi, Dan Tradisi), 5(1), 73–84. 
https://doi.org/10.18784/
smart.v5i1.761 

Taherdoost, H. (2016). Sampling Methods in 
Research Methodology; How to 
Choose a Sampling Technique for Re-
search. International Journal of Aca-
demic Research in Management, 5(2), 
18–27. https://dx.doi.org/10.2139/
ssrn.3205035 

Thalib, N., Ilato, R., & Abdussamad, J. 
(2020). The Implementation of the 
One-Stop Service (PTSP ) Policy to 
Improve the Service Quality at the 
Ministry of Religious Affairs Office in 
Gorontalo. Public Policy Journal, 1(1), 

JKAP (Jurnal Kebijakan dan Administrasi Publik) Vol.27 (1), May 2023 ---- https://journal.ugm.ac.id/jkap 

http://u.lipi.go.id/1445500185


30 

 

Copyright © 2023, JKAP, ISSN  0852-9213 (Print), ISSN 2477-4693 (Online)   

37–55. http://dx.doi.org/10.37905/
ppj.v1i1.374 

Vila, J., Corbella, R., Guàrdia, J., Navarro, 
J., Prades, A., Prats, J. M., & Tora, P. 
(2004). General Framework for the 
Handling of Students’ Suggestions, 
Complaints and Claims. Agència per a 
la Qualitat del Sistema Universitari de 
Catalunya. ISBN: B-38.64-2004 

Wicaksono, A. T., & Purboningsih, D. 
(2021). Kualitas Pelayanan Pendidikan 
pada Masa Pandemi COVID-19. Ed-
Humanistics. Volume 06 Nomor 02 
Tahun 2021, 849–860. https://
doi.org/10.33752/ed-
humanistics.v6i2.2089  

Dani & Syaifullah — Quality of Public Services at Religious State University... 

http://u.lipi.go.id/1445500185

