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ABSTRACT

This study aims to evaluate the level of service provided by East Bekasi
Mandalahayu Vocational School. This research was conducted with a method of
collecting data by means of questionnaires on 89 students of class XI and XII of
Mandalahayu Vocational School with the Slovin formula. The sampling technique
used probability sampling methods by means of a proportionate stratified random
sampling for each class representative and skill competency. Data were analyzed
using the Diagram Cartesius.

The results of this study found that the level of performance is lower than the
level of importance / expectations. So the level of service at Mandalahayu
Vocational School has not been satisfactory. This is shown from the average overall
performance appraisal (X). Facilities and Infrastructure get a value of 4.28,
Teachers get a value of 4.18, Employees get a value of 4.19, Curiculim get a value
of 4.40, and Management of Institutions get a value of 4 , 21. Average overall
assessment of importance (Y) Facilities and Infrastructure get a value of 4.24,
Teachers get a value of 4.27, Employees get a value of 4.30, Curriculum get a value
of 4.53, and Management of Institutions get a value of 4.38. With the results of the
Cartesian Diagram, known indicators - indicators that need to be considered by
Mandalahayu Vocational School are indicators that are in Quadrant | (Top
Priority), namely Facilities in Vocational Mandalahayu Complete, Media tools are
fully available to support the learning process, Provision of books in complete
libraries, Cleanness The environment at SMK Mandalahayu, employees / staff
provide up-to-date information, employees / staff are fast and responsive in
overcoming problems experienced by students, and subject matter delivered in
accordance with the needs of the workforce.

Keywords: Education, Service Quality, Diagram Cartesius



ABSTRAK

Penelitian ini bertujuan untuk mengevaluasi tingkat pelayanan yang diberikan
SMK Mandalahayu Bekasi Timur. Penelitian ini dilakukan dengan metode
pengumpulan data dengan cara kuesioner pada 89 siswa kelas XI dan XII SMK
Mandalahayu dengan rumus slovin. Teknik pengambilan sampel menggunakan
metode probability sampling dengan cara proportionate stratified random sampling
untuk setiap masing-masing perwakilan kelas dan kompetensi keahlian. Data
dianalisis dengan menggunakan Diagram Kartesius.

Hasil penelitian ini diperoleh bahwa tingkat Kinerja lebih rendah
dibandingkan tingkat kepentingan/harapan. Sehingga tingkat pelayanan pada SMK
Mandalahayu belum memuaskan. Hal ini ditunjukkan dari rata — rata keseluruhan
penilaian kinerja (X) Sarana dan Prasarana mendapatkan nilai 4,28, Guru
mendapatkan nilai 4,18, Karyawan mendapatkan nilai 4,19, Kurikulim
mendapatkan nilai 4,40, dan Pengelolaan Lembaga mendapatkan nilai 4,21. Rata —
rata keseluruhan penilaian kepentingan (¥) Sarana dan Prasarana mendapatkan nilai
4,24, Guru mendapatkan nilai 4,27, Karyawan mendapatkan nilai 4,30, Kurikulum
mendapatkan nilai 4,53, dan Pengelolaan Lembaga mendapatkan nilai 4,38. Dengan
hasil dari Diagram Kartesius, diketahui indikator — indikator yang perlu
diperhatikan oleh SMK Mandalahayu adalah indikator yang berada pada Kuadran
| (Prioritas Utama) yaitu Fasilitas di SMK Mandalahayu Lengkap, Alat media
tersedia lengkap untuk: mendukung proses belajar, Penyediaan buku di
perpustakaan lengkap, Bersihnya Lingkungan di SMK Mandalahayu,
Karyawan/staf memberikan informasi secara up to date, Karyawan/staf cepat dan
tanggap dalam mengatasi masalah yang di alami siswa, dan Materi pelajaran yang
disampaikan sesuai dengan kebutuhan dunia kerja.

Kata Kunci : Pendidikan, Kualitas Pelayanan, Diagram Kartesius
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