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ABSTRAK 

 

 

Laporan akhir ini berjudul “Analisis Kualitas Layanan Pendidikan di MTs Ahliyah 

1 Palembang”. Penelitian ini bertujuan untuk mengetahui kualitas pelayanan 

pendidikan di MTs Ahliyah 1 Palembang berdasarkan dimensi atau indikator 

kualitas pelayanan, serta untuk mengetahui cara yang di lakukan staf atau guru MTs 

Ahliyah 1 Palembang untuk mengoptimalkan kualitas layanan pendidikannya. 

Penelitian ini menggunakan pendekatan kualitatif dengan teknik  berupa observasi, 

wawancara, dokumentasi dan riset kepustakaan, serta pendekatan kuantitatif berupa 

penyebaran kuesioner. Populasi penelitian ini berjumlah 182 dengan sampel yang 

diambil sebanyak 65 responden melalui teknik quota sampling. Analisis data dalam 

penelitian ini menggunakan skala pengukuran likert dan rumus interprestasi skor. 

Berdasarkan hasil penelitian diperoleh persentase dari setiap dimensi kualitas 

pelayanan yaitu, dimensi tangible (berwujud) sebesar 86% kategori “Sangat 

Tinggi”, dimensi reliability (kehandalan) sebesar 84% kategori “Tinggi”, dimensi 

responsiveness (ketanggapan) sebesar 87% kategori “Sangat Tinggi”, dimensi 

assurance (jaminan) sebesar 88% kategori “Sangat Tinggi”, dan dimensi emphaty 

(empati) sebesar 88%, kategori “Sangat Tinggi”, serta mendapatkan rata-rata skor 

untuk keseluruhan dimensi sebesar 87% kategori “Sangat Tinggi”. Cara 

pengoptimalkan kualitas layanan pendidikan terutama pada segi fasilitas atau 

dimensi tangible yaitu dengan cara perencanaan penambahan fasilitas dan alat 

bantu pembelajaran yang belum tersedia di MTs Ahliyah 1 Palembang. 

 

Kata Kunci: Tangible, Reliability, Responsiveness, Assurance, Emphaty 
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ABSTRACT 

 

 

This final report is entitled "Analysis of the Quality of Education Services at MTs 

Ahliyah 1 Palembang". This study aims to determine the quality of educational 

services at MTs Ahliyah 1 Palembang based on dimensions or indicators of service 

quality, as well as to find out the staff or teacher at MTs Ahliyah 1 Palembang to 

optimize the quality of their educational services. This study uses a qualitative 

approach with techniques of observation, interviews, documentation and 

quantitative literature research, as well as a quantitative approach in the form of 

distributing questionnaires. The population of this study amounted to 182 with 

samples taken as many as 65 respondents through the quota sampling technique. 

Data analysis in this study using a likert measurement scale and score 

interpretation formula. Based on the results of the study, the percentage of each 

dimension of service quality was obtained, the tangible dimension of 86% in the 

"Very High" category,  the reliability dimension of 84% in the "High" category, the 

responsiveness dimension of 87% in the "Very High" category, the assurance 

dimension by 88% in the "Very High" category, the dimension of empathy by 88% 

in the "Very High" category, and get an average score for all dimensions of 87% 

in the "Very High" category. The way to optimize the quality of education services, 

especially in terms of facilities or tangible dimensions, is by planning to add 

facilities and learning aids that are not yet available at MTs Ahliyah 1 Palembang. 
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