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ABSTRAK 

Unit Pelaksana Teknis Teknologi Infomasi dan Komunikasi (UPT-TIK) 

UTM merupakan satuan kerja yang bergerak pada bagian pengelolan informasi 

dan komunikasi dalam lingkungan kampus. Tujuan dari penelitian ini adalah 

mengetahui pengaruh kualitas pelayanan yang diberikan UPT-TIK UTM terhadap 

kepuasan mahasiswa UTM dan mengetahui usulan perbaikan terhadap pelayanan 

yang diberikan UPT-TIK UTM berdasarkan atribut-atribut yang disesuaikan 

dengan kebutuhan mahasiswa UTM. Metode analisis menggunakan pendekatan 

service quality. Dimensi yang digunakn yaitu reliability, emphaty, responsiveness, 

dan assurance. Hasil penelitian menunjukkan bahwa nilai gap pelayanan pada 

dimensi reliability sebesar -0,523, dimensi emphaty sebesar -0,521, dimensi 

responsiveness sebesar -0,52 dan dimensi assurance sebesar  nilai -0,471. 

Perbaikan yang dapat diusulkan yaitu melakukan pelatihan kepada karyawan 

tentang cara memberikan informasi yang jelas kepada mahasiswa. Saran 

penelitian adalah meningkatkan layanan dalam memberikan informasi pelayanan 

dengan jelas sehingga mahasiswa tidak merasa bingung terhadap pelayanan yang 

diberikan. 

 

Kata kunci : kualitas pelayanan, kepuasan pelanggan, persepsi, ekspektasi, 

Service Quality  
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ABSTRACT 

The Information and Communication Technology Technical 

Implementation Unit (UPT-TIK) UTM is a work unit that is engaged in the 

management of information and communication within the campus environment. 

The purpose of this study was to determine the effect of the quality of services 

provided by UPT-TIK UTM on UTM student satisfaction and to find out the 

proposed improvements to the services provided by UPT-TIK UTM based on 

attributes that were tailored to the needs of UTM students. The analysis method 

use a service quality approach. The dimensions use are reliability, empathy, 

responsiveness, and assurance. The results show that the value of the service gap 

on the reliability dimension was -0.523, the empathy dimension was -0.521, the 

responsiveness dimension was -0.52 and the assurance dimension was -0.471. 

Improvements that can be proposed are training employees on how to provide 

clear information to students. Research advice is to improve services in providing 

service information clearly so that students do not feel confused about the services 

provided. 

 

Keywords: Service Quality, Customer Satisfaction, Perception, Expectation, 

Service Quality  
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