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ABSTRAK 

 

 

Layanan akademik Fakultas Teknik Universitas Darma Persada telah lama 

mengandalkan kinerja sumber daya manusia yang didukung oleh teknologi. 

Berdasarkan penelitian terdahulu terhadap mahasiswa aktif 2024–2025, tingkat 

kepuasan mahasiswa terhadap pelayanan belum sepenuhnya memenuhi harapan. 

Oleh karena itu, dilakukan pengukuran kembali menggunakan metode Fuzzy 

Servqual guna melihat perkembangan kualitas layanan.  

Data dikumpulkan dari 100 responden mahasiswa aktif lima program studi 

Fakultas Teknik UNSADA pada tahun 2025, menggunakan teknik Simple Random 

Sampling berdasarkan rumus Slovin dengan tingkat kepercayaan 90% dan 

standar error 10%. Instrumen penelitian terdiri dari 41 atribut pernyataan yang 

mencakup lima dimensi Servqual: Tangibles, Reliability, Responsiveness, 

Assurance, dan Empathy.  

Analisis dilakukan melalui empat tahap: (1) uji validitas dan reliabilitas 

instrumen dengan SPSS 24 (nilai Cronbach Alpha persepsi = 0,968 dan harapan 

= 0,962, keduanya reliabel); (2) fuzzifikasi nilai kuesioner menggunakan Triangular 

Fuzzy Number (TFN) dengan parameter yang ditetapkan berdasarkan skala 1–5; 

(3) defuzzifikasi menggunakan metode centroid dengan pemetaan ke nilai pusat 

(1–5); dan (4) perhitungan skor GAP Servqual terbobot (bobot = 1/41 per atribut).  

Hasil analisis menunjukkan bahwa berdasarkan nilai defuzzifikasi, seluruh 

dimensi menghasilkan skor GAP yang bervariasi. Dimensi Tangibles mencatat 

rata-rata GAP defuzzifikasi sebesar -0,40 dengan atribut P5 (ketersediaan jaringan 

Wi-Fi) menjadi atribut dengan GAP tertinggi dari skor rata-rata persepsi (3,07) dan 

harapan (3,97). Dari nilai rata-rata skor aktual (sebelum defuzzifikasi), seluruh 41 

atribut menunjukkan gap negatif antara -0,28 hingga -0,90, mengindikasikan 

bahwa secara umum persepsi mahasiswa masih berada di bawah harapan 

mereka. Nilai GAP Servqual terbobot keseluruhan dari hasil defuzzifikasi adalah 0 

(nol) karena pembulatan nilai pusat, namun data mentah menunjukkan adanya 

kesenjangan yang memerlukan perhatian, terutama pada dimensi Tangibles.  

Strategi perbaikan yang diusulkan meliputi: peningkatan infrastruktur 

jaringan Wi-Fi dan fasilitas fisik, perbaikan lahan parkir, penambahan alat 

pendukung perkuliahan, evaluasi pelayanan secara berkala, peningkatan 
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kompetensi dan responsivitas dosen dan tenaga kependidikan, serta penguatan 

program capaian alumni. 

 

Kata Kunci: Kepuasan Mahasiswa, Fuzzy Servqual, GAP Analysis, Kualitas 

Pelayanan, UNSADA, Triangular Fuzzy Number 
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ABSTRACT 

 
The academic services of the Faculty of Engineering at Darma Persada 

University have long relied on human resources supported by technology. Based 

on previous research conducted among active students in the 2024–2025 

academic year, student satisfaction with these services has not yet fully met 

expectations. Therefore, a re-evaluation was conducted using the Fuzzy Servqual 

method to assess improvements in service quality.  

Data were collected from 100 active student respondents across five study 

programs in the Faculty of Engineering at UNSADA in 2025, using the Simple 

Random Sampling technique based on the Slovin formula with a 90% confidence 

level and a 10% margin of error. The research instrument consisted of 41 

statement attributes covering the five Servqual dimensions: Tangibles, Reliability, 

Responsiveness, Assurance, and Empathy.  

The analysis was conducted in four stages: (1) testing the validity and 

reliability of the instrument using SPSS 24 (Cronbach’s Alpha for perception = 

0.968 and for expectation = 0.962, both reliable); (2) fuzzification of questionnaire 

values using Triangular Fuzzy Numbers (TFN) with parameters set based on a 1–

5 scale; (3) defuzzification using the centroid method with mapping to central 

values (1–5); and (4) calculation of weighted Servqual GAP scores (weight = 1/41 

per attribute). 

The analysis results show that, based on the defuzzification values, all 

dimensions yielded varying GAP scores. The Tangibles dimension recorded an 

average defuzzification GAP of -0.40, with attribute P5 (Wi-Fi network availability) 

having the highest GAP relative to the average scores for perception (3.07) and 

expectation (3.97). From the average actual score (before defuzzification), all 41 

attributes showed a negative gap ranging from -0.28 to -0.90, indicating that, in 

general, students’ perceptions still fall short of their expectations. The overall 

weighted Servqual GAP value from the defuzzification results is 0 (zero) due to 

rounding of the central value; however, the raw data indicates a gap requiring 

attention, particularly in the Tangibles dimension. 

Proposed improvement strategies include: upgrading Wi-Fi network 

infrastructure and physical facilities, improving parking areas, adding teaching aids, 

conducting periodic service evaluations, enhancing the competence and 
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responsiveness of faculty and staff, and strengthening alumni achievement 

programs.  

 

Keywords: Student Satisfaction, Fuzzy Servqual, GAP Analysis, Service 

Quality, UNSADA, Triangular Fuzzy Number. 
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