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ABSTRACT 

ABSTRACT 
 

Higher education institutions in Indonesia are currently confronted with significant 

challenges, including competition among state universities (PTN), private 

universities (PTS), and international universities. To maintain public trust, these 

institutions must adhere to autonomy, transparency, accountability, quality 

assurance, and quality improvement standards. This research aims to identify and 

address the unmet quality aspects in education to elevate the accreditation of 

private universities from C/Good to B/Very Good or even A/Excellent. By 

integrating the EduQual model with certification requirements from the National 

Accreditation Board for Higher Education (BAN-PT), the research is supported by 

comprehensive studies of university accreditation reports, questionnaires, focus 

group discussions (FGD), and expert judgment through interviews and 

consultations. The data analysis employs gap analysis, critical performance 

analysis (IPA), and quality function deployment (QFD). The study identified 

twenty-one priority improvement points to enhance accreditation, with six key 

improvements prioritized from the ninety indicators examined based on customer 

needs analysis. 

 
Keywords : BAN-PT Accreditation, EduQual, Private Universities, IPA, 
QFD 
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ABSTRAK 

ABSTRAK 
 

Lembaga pendidikan tinggi di Indonesia saat ini dihadapkan pada tantangan 

signifikan, termasuk persaingan antara perguruan tinggi negeri (PTN), perguruan 

tinggi swasta (PTS), dan perguruan tinggi internasional. Untuk mempertahankan 

kepercayaan publik, lembaga-lembaga ini harus mematuhi standar otonomi, 

transparansi, akuntabilitas, jaminan kualitas, dan peningkatan kualitas. Penelitian 

ini bertujuan untuk mengidentifikasi dan mengatasi aspek kualitas yang belum 

terpenuhi dalam pendidikan guna meningkatkan akreditasi perguruan tinggi 

swasta dari C/Baik menjadi B/Sangat Baik atau bahkan A/Excellent. Dengan 

mengintegrasikan model EduQual dengan persyaratan sertifikasi dari Badan 

Akreditasi Nasional Perguruan Tinggi (BAN-PT), penelitian ini didukung oleh 

studi komprehensif terhadap laporan akreditasi universitas, kuesioner, diskusi 

kelompok terarah (FGD), dan penilaian ahli melalui wawancara serta konsultasi. 

Analisis data menggunakan analisis kesenjangan, analisis kinerja kritis (IPA), dan 

quality function deployment (QFD). Studi ini mengidentifikasi dua puluh satu poin 

perbaikan prioritas untuk meningkatkan akreditasi, dengan enam perbaikan utama 

yang diprioritaskan dari sembilan puluh indikator yang diperiksa berdasarkan 

analisis kebutuhan pelanggan. 

 
Kata Kunci : Akreditasi BAN-PT, Eduqual, Universitas Swasta, IPA, QFD 

 

 

http://lib.mercubuana.ac.id 
Menteng



 

xi 
 

DAFTAR ISI 

DAFTAR ISI 

 

COVER TESIS ........................................................................................................ i 

PENGESAHAN TESIS .......................................................................................... ii 

PERNYATAAN KEASLIAN ................................................................................ iii 

PERNYATAAN PERSETUJUAN PUBLIKASI .................................................. iv 

PERNYATAAN SIMILARITY CHECK ............................................................... v 

PEDOMAN PENGGUNAAN TESIS.................................................................... vi 

KATA PENGANTAR .......................................................................................... vii 

ABSTRACT ........................................................................................................... ix 

ABSTRAK .............................................................................................................. x 

DAFTAR ISI .......................................................................................................... xi 

DAFTAR TABEL ................................................................................................ xiii 

DAFTAR GAMBAR ........................................................................................... xiv 

DAFTAR LAMPIRAN ......................................................................................... xv 

BAB I PENDAHULUAN 

1.1. Latar Belakang ........................................................................................ 1 

1.2. Rumusan Masalah ................................................................................... 8 

1.3. Tujuan dan Manfaat Penelitian ............................................................... 8 

1.4. Asumsi dan Batasan Masalah ................................................................. 9 

BAB II  KAJIAN PUSTAKA & KERANGKA PEMIKIRAN 

2.1. Kajian Teori .......................................................................................... 11 

2.1.1. Mutu Pendidikan ................................................................................. 11 

2.1.2. Pelayanan Pendidikan ......................................................................... 12 

2.1.3. Akreditasi Perguruan Tinggi .............................................................. 12 

2.1.4. Kepuasan Pelanggan ........................................................................... 13 

2.1.5. Service Quality (ServQual) ................................................................ 14 

2.1.6. Education Quality (EduQUAL) ......................................................... 17 

2.1.7. Importance - Performance Analysis (IPA) ........................................ 18 

2.1.8. Quality Function Deployment (QFD) ................................................ 20 

http://lib.mercubuana.ac.id 
Menteng



 

xii 
 

2.2. Penelitian Terdahulu ............................................................................. 21 

2.3. State Of The Art (SOTA) ...................................................................... 25 

2.4. Kerangka Pemikiran .............................................................................. 27 

BAB III METODE PENELITIAN 

3.1. Jenis dan Desain Penelitian ................................................................... 28 

3.2. Data dan Informasi ................................................................................ 28 

3.3. Teknik Pengumpulan Data .................................................................... 31 

3.4. Populasi dan Sampel ............................................................................. 33 

3.5. Teknik Analisis Data ............................................................................. 34 

3.5.1. Education Quality (EduQUAL) ......................................................... 35 

3.5.2. Importance-Performance Analysis (IPA) .......................................... 36 

3.5.3. Quality Function Deployment (QFD) ................................................ 36 

3.6. Langkah Penelitian ................................................................................ 37 

BAB IV HASIL DAN PEMBAHASAN 

4.1. Hasil Penelitian ..................................................................................... 39 

4.1.1. Desain Kuesioner ................................................................................ 39 

4.1.2. Uji Validitas dan Reliabilitas ............................................................. 39 

4.1.3. Profil Responden ................................................................................ 42 

4.1.4. Perhitungan Indeks Kekritisan ........................................................... 44 

4.1.5. Hasil QFD (Quality Function Deployment) ...................................... 48 

4.2. Pembahasan ........................................................................................... 51 

4.2.1. Temuan Utama .................................................................................... 51 

4.2.2. Keterkaitan Penelitian Terdahulu....................................................... 53 

4.2.3. Implikasi Industri ................................................................................ 54 

4.2.4. Keterbatasan Penelitian ...................................................................... 55 

BAB V KESIMPULAN DAN SARAN 

5.1. Kesimpulan ........................................................................................... 56 

5.2. Saran ...................................................................................................... 56 

DAFTAR PUSTAKA ........................................................................................... 57 

LAMPIRAN 

http://lib.mercubuana.ac.id 
Menteng



 
 

xiii 
 

DAFTAR TABEL 

DAFTAR TABEL 

 

 

Tabel 2. 1 Penelitian Terdahulu ............................................................................ 21 

Tabel 2. 2 State of The Art  (SOTA) ...................................................................... 25 

Tabel 3. 1 Data dan informasi ............................................................................... 29 

Tabel 3. 2 Daftar Distribusi Universitas ............................................................... 34 

Tabel 4. 1 Hasil Uji Validitas ................................................................................ 40 

Tabel 4. 2 Hasil Uji Reliabilitas ............................................................................ 42 

Tabel 4. 3 Deskripsi Responden............................................................................ 43 

Tabel 4. 4 Hasil Pengukuran Gap ......................................................................... 45 

Tabel 4. 5 Customer Requirement ......................................................................... 48 

Tabel 4. 6 Penelitian Terdahulu ............................................................................ 53 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

http://lib.mercubuana.ac.id 
Menteng



 
 

xiv 
 

DAFTAR GAMBAR 

DAFTAR GAMBAR 

 

 

Gambar 1. 1 Jumlah Perguruan Tinggi Swasta di Indonesia .................................. 2 

Gambar 1. 2 Data Perguruan Tinggi Swasta Indonesia .......................................... 3 

Gambar 1. 3 Jumlah Mahasiswa di Indonesia 2020 ................................................ 4 

Gambar 1. 4 Data Akreditasi Universitas Swasta Indonesia................................... 5 

Gambar 1. 5 Data Universitas Swasta Akreditasi C/Baik ....................................... 7 

Gambar  2. 1 ServQual Gap Model ....................................................................... 16 

Gambar 2. 2 Diagram IPA .................................................................................... 19 

Gambar 2. 3 House of Quality ............................................................................... 21 

Gambar 2. 4 Kerangka Pikir Penelitian................................................................. 27 

Gambar 3. 1 Diagram Alir Analisis Data .............................................................. 38 

Gambar 4. 1 Jenis kelamin .................................................................................... 43 

Gambar 4. 2 Jabatan .............................................................................................. 43 

Gambar 4. 3 Masa Kerja ....................................................................................... 44 

Gambar 4. 4 Hasil Analisis IPA ............................................................................ 47 

Gambar 4. 5 Technical Descriptors (Hows) ......................................................... 49 

Gambar 4. 6 Matrix House of Quality ................................................................... 51 

 

 

 

 

 

 

 

 

 

 

 

http://lib.mercubuana.ac.id 
Menteng



 

xv 
 

DAFTAR LAMPIRAN 

DAFTAR LAMPIRAN 

 

Lampiran  1. Desain Pertanyaan Kuisioner ......................................................... L-1 

Lampiran  2. Pra Kuesioner ................................................................................. L-6 

Lampiran  3. Hasil Kuesioner ............................................................................ L-24 

Lampiran  4. Foto Kegiatan FGD ...................................................................... L-60 

Lampiran  5. Foto Kegiatan Expert Judgment ................................................... L-64 

Lampiran  6. Berita Acara FGD ......................................................................... L-65 

Lampiran  7. Daftar Hadir FGD ......................................................................... L-66 

Lampiran  8. Sertifikat Seminar MBCIE 2023 .................................................. L-71 

Lampiran  9. Sertifikat Seminar MBCIE 2024 .................................................. L-72 

Lampiran  10. Sertifikat Kuliah Umum LMGL 2023 ........................................ L-73 

Lampiran  11. Sertifikat Kuliah Umum MIPCR 2022 ....................................... L-74 

Lampiran  12. Sertifikat Matrikulasi .................................................................. L-75 

Lampiran  13. Sertifikat Kunjungan Industri ..................................................... L-76 

Lampiran  14. Sertifikat Pemakalah MBCIE 2023 ............................................ L-77 

Lampiran  15. Serifikat Peserta PKM 2023 ....................................................... L-78 

Lampiran  16. Sertifikat Outbound 2022 ........................................................... L-79 

Lampiran  17. Sertifikat Peserta Seminar ICESIT 2023 .................................... L-80 

Lampiran  18. Serifikat TOEFL ......................................................................... L-81 

Lampiran  19. Daftar Riwayat Hidup ................................................................. L-82 

 

 

 

 

http://lib.mercubuana.ac.id 
Menteng




