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Abstract—Delays in obtaining information, unclear instructions, ineffective use of language, and a lack of consistent communication
media are all problems that students still experience. These conditions show that change communication, also known as change
communication, has not been fully able to provide the sense of security, clarity, and certainty that students need when the academic
system changes. This study examines how communication of change and academic service quality affect student satisfaction at the
Faculty of Economics and Business, Tadulako University. Changes in the higher education system, institutional policies, and campus
dynamics require effective communication and responsive academic services to maintain student satisfaction. This study employed a
quantitative approach using a questionnaire distributed to 67 undergraduate students of the Faculty of Economics and Business,
Tadulako University. Data were analyzed using multiple linear regression analysis, including t-tests (partial effects), F-tests
(simultaneous effects), and coefficient of determination (R?). The results show that Change Communication and Academic Service
Quality simultaneously explain 48.4% of the variance in student satisfaction (R* = 0.484, F =29.975, p < 0.001). Partially, Academic
Service Quality has a significant effect (B = 0.637, p < 0.001), while Change Communication shows a positive but statistically
insignificant effect (B = 0.075, p = 0.588).
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1. INTRODUCTION

Rapid changes in academic rules, digital transformation, service standardization, and adjustments in student expectations
toward a more effective and transparent academic system have presented higher education institutions with more
complicated issues in recent years. This also applies to Tadulako University's Faculty of Economics and Business. To
improve institutional responsiveness to changing academic demands, a number of internal changes were put into place,
including curriculum modifications, modernization of the academic information system, online KRS registration,
restructuring of administrative processes, and enhancements to teaching and learning techniques.

(Mutu et al., 2022) stated, that academic services affect student satisfaction by 83.77%. Learning facilities and
infrastructure, which only reached the “Fairly Satisfactory” category (68.29%), were the most striking. Waiting rooms,
laboratories, air conditioning, Wi-Fi, and toilets were the main problems. These findings indicate that there is a
discrepancy between the expected quality standards and the actual conditions. As a result, academic services and learning
facilities must be improved. (Rahmadani, D., dan Kurniawan, 2020) stated, that the Academic Information System (AIS)
is crucial to ensure that students and faculty receive academic information quickly, accurately, and easily, including when
there are changes in academic policies or systems. The AIS enables real-time dissemination of information through
features such as online registration, KRS/KHS management, lecture schedules, faculty evaluations, and academic
notifications.

A number of factors continue to fall short of expectations, including the speed and precision of administrative
services, the responsiveness of academic staff, and the sufficiency of physical and digital infrastructure. For example,
students frequently identify issues with the availability of studying spaces, the dependability of the online academic
system, and the physical infrastructure. These results show that academic service quality continues to be a key determinant
of student satisfaction and institutional loyalty. The entire student experience inside the faculty is less than ideal when
there are issues with both communication and service quality, particularly during times of academic reorganization.

Prior research has repeatedly shown that service quality and communication of change are powerful indicators of
student satisfaction. For instance, a study by (Seitova et al., 2024) showed that aspects of service quality like
responsiveness and dependability have a major impact on students' happiness in higher education. According to a different
study by (De-Juan-Vigaray et al., 2024), student satisfaction and willingness to use institutional services are significantly
influenced by capacity building and environmental support. In a similar vein, (Lokolo et al., 2024) shown that academic
service quality and trust are significant factors that influence students' happiness in teacher education programs. In the
meantime, (Dugenio-Nadela et al., 2023) emphasized that institutional support systems, staff competency, and consistent
academic service all have a significant impact on student satisfaction.

None of these studies explicitly examine the relationship between change communication and academic service
quality in the context of ongoing institutional transformation, especially in the context of public universities in eastern
Indonesia, despite the fact that they reiterate the significance of communication and service quality. This gap emphasizes
the need for studies that concentrate on how students react to organizational changes when they are supported or not by
excellent academic services and good communication. The growing need for educational institutions to maintain their
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adaptability and transparency during times of transition is what makes this research urgent. Every time new academic
regulations, procedures, or technology systems are implemented, students anticipate prompt, accurate, and compassionate
communication. Confusion, resistance, and discontent may arise when communication falls short of these standards.
Similarly, poor service quality has a direct impact on students' academic experiences, whether it is because of subpar
facilities, sluggish administrative procedures, or unresponsive employees. Institutional decisions must be guided by an
understanding of how these two factors affect student happiness, particularly for faculties undertaking or contemplating
academic reforms.

Thus, the purpose of this study is to examine how academic service quality and change communication affect
student satisfaction at Tadulako University's Faculty of Economics and Business. The study offers a thorough analysis of
how students' perceptions and experiences are shaped throughout times of institutional change by communication
strategies and service delivery systems. In order to investigate student satisfaction in a dynamic academic setting, this
research integrates change communication theory with the SERVQUAL model, which is a state-of-the-art approach that
has rarely been used in prior studies, especially in the context of Indonesian higher education. This study makes a
theoretical and practical contribution. The study provides empirical evidence on the partial and simultaneous effects of
academic service quality and change communication on student satisfaction, which theoretically adds to the body of
literature. From a practical standpoint, this study offers leaders in higher education strategic insights on how to improve
communication and service quality to improve student experiences, build institutional trust, and facilitate the effective
execution of academic reforms. It is anticipated that this contribution would assist universities in creating more efficient
communication plans and providing top-notch academic services that meet the changing needs of their students.

Research Question a) Does Change Communication significantly affect Student Satisfaction?. b) Does Academic
Service Quality significantly affect Student Satisfaction?. ¢) Do Change Communication and Academic Service Quality
simultaneously affect Student Satisfaction?. Research Hypotheses a) H1: Change Communication and Academic Service
Quality simultaneously affect Student Satisfaction. b) H2: Change Communication has a significant effect on Student
Satisfaction. ¢) H3: Academic Service Quality has a significant effect on Student Satisfaction.

2. RESEARCH METHODS

2.1 Basic Research Framework

This study employed a quantitative research approach, which was considered appropriate for determining the influence
of specific factors on student satisfaction and for examining causal relationships among variables. Quantitative methods
offer the advantage of producing empirical evidence that can be generalized to a broader population, provided the sample
is selected appropriately. In this context, the study aimed to investigate the effect of Change Communication (X1) and
Academic Service Quality (X2) on Student Satisfaction (Y) within the Faculty of Economics and Business at Tadulako
University. This research design was chosen to generate measurable data regarding the direction and magnitude of
relationships between variables and to test hypotheses derived from the theoretical framework in a structured and
systematic manner.

The population of this study comprised all undergraduate students enrolled in the Faculty of Economics and
Business from 2023 to 2025. These students were selected because they had directly experienced various institutional
shifts, including administrative reforms, the digitalization of academic services, and adjustments to academic procedures.
Given the study’s emphasis on variables related to change processes, a purposive sampling technique was employed.
Purposive sampling was deemed appropriate because the research required participants who possessed specific
characteristics relevant to the study variables, namely exposure to academic and administrative changes. Based on
methodological recommendations by (Memon et al., 2025), a minimum sample size of 30 to 100 respondents is considered
sufficient for regression analysis. Therefore, a final sample of 67 students was selected, which met the criteria for
statistical adequacy and ensured that the results would be reliable and valid for inferential purposes.

Data were collected using a standardized Likert-scale questionnaire consisting of three sections. The first section
measured the dimensions of Change Communication (X1), which included participation, empathy, and informativeness.
These indicators assessed the extent to which lecturers and academic staff communicated institutional changes clearly,
showed concern for students’ needs, and provided opportunities for feedback and involvement. The second section
measured Academic Service Quality (X2) using the SERVQUAL framework, which encompasses reliability,
responsiveness, assurance, empathy, and tangibles. This part of the questionnaire captured students’ perceptions regarding
the accuracy and dependability of academic services, staff willingness to help, the competence of academic personnel,
the empathy shown during service delivery, and the adequacy of physical facilities. The final section assessed Student
Satisfaction (Y), focusing on perceptions of learning outcomes, the overall academic environment, administrative service
experiences, and general contentment with academic processes.

To ensure the quality of the instrument, the questionnaire underwent expert validation and a pilot test. Reliability
was examined using Cronbach’s alpha, and all variables achieved coefficients above 0.70, indicating acceptable internal
consistency. Data collection was conducted through both offline and online methods to increase participation and
accommodate students’ differing access and preferences. The collected data were analyzed using descriptive and
inferential statistical techniques. Descriptive analysis, including means and standard deviations, was used to summarize
response patterns and identify trends. Inferential analysis involved multiple linear regression to determine the partial and
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simultaneous effects of Change Communication (X1) and Academic Service Quality (X2) on Student Satisfaction (Y).
Assumption tests normality, heteroscedasticity, and multicollinearity were performed to ensure the validity of the
regression model. All data analyses were conducted using SPSS version 25.
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Figures 1. Research Model

3. RESULTS AND DISCUSSION

3.1 Descriptive Statistics of Variables

The purpose of descriptive analysis is to explain the empirical trends of each indicator that makes up the variables of
communication change (X1), academic service quality (X2), and student satisfaction (Y).

Table 1. Descriptive Statistics of Change Communication (X1)

Indicator N Mean Sj[d'.
Deviation

Diversity of communication channels used (X1.1) 66 4.3485 75432 Highest
ggrlg and completeness of the information provided 66 37879 90324
Lecturers or staff provide moral support and
solutions to student difficulties (X1.3) 66 3.9242 36488
(C)?in‘r‘;lumcatlon is conducted using polite language 66 36667 7303 Lowest
Students are involved in discussions or socialization
of academic changes (X1.5) 66 3.803 84525
Communication takes place interactively (X1.6) 66 3.7879 .83233

Valid N (listwise) 66

Table 1 shows that indicator X1.1 (“diversity of communication channels”) obtained the highest mean value (4.34),
meaning students perceive that various channels WhatsApp groups, SIAKAD announcements, lecturers, and faculty
information boards have been optimally utilized. Conversely, X1.4 (“polite language use”) shows the lowest mean (3.66),
indicating students still feel communication styles from some academic units are inconsistent during the change process.
This condition represents an area that still requires improvement.

Table 2. Descriptive Statistics of Academic Service Quality (X2)

Indicator N Mean Std. Deviation
Condition of physical facilities (X2.1) 66 2.8788 95297 Lowest
Accuracy and precision of academic services (X2.2) 66 3.1515 91555
Readiness to help students (X2.3) 66 3.3182 .82572
Student confidence in the abilities of lecturers/staff (X2.4) 66 3.6515 81321 Highest
Staff & lecturers' concern for student needs (X2.5) 66 3.5303 .82685
Valid N (listwise) 66

As shown in Table 2, indicator X2.4 (“competence of lecturers/staff””) has the highest mean (3.65), implying that
respondents trust lecturers and staff in managing academic services. Meanwhile, X2.1 (“physical facilities”) receives the
lowest value (2.87), suggesting that infrastructure such as classrooms, laboratory spaces, Wi-Fi, and learning equipment
remain below student expectations.
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Table 3. Descriptive Statistics of Student Satisfaction (Y)

Indicator N  Mean Std. Deviation
The faculty treats students with respect and friendliness (Y1.1) 66 3.6667 .84732
Lecturer Methods and Abilities (Y'1.2) 66 3.6515 .83191
Conformity of learning outcomes with expectations (Y'1.3) 66 3.8939 .65934 Highest
Effectiveness of faculty support (Y1.4) 66 3.803 .8982
Convenience of learning facilities (Y 1.5) 66 3.3182 1.01009 Lowest
Valid N (listwise) 66

Table 3 shows that Y1.3 has the highest average (3.89), meaning students generally feel learning outcomes are
aligned with academic expectations. However, Y 1.5 (“facility convenience”) records the lowest average (3.31), indicating
again that physical campus facilities are a consistent weakness affecting satisfaction.

3.1.1 Hypothesis Testing

Hypothesis testing was conducted to examine H1, H2, and H3 as proposed in the research framework.
Simultaneous Test (F-Test)

Table 4. ANOVA — Simultaneous Effect of X1 and X2 on' Y

ANOVA
Model Sum of Squares df Mean Square F Sig.
Regression 333.438 2 166.719 29.975 <.001°
1 Residual 355.965 64 5.562
Total 689.403 66

a. Dependent Variable: Students Satisfaction
b. Predictors: (Constant), Change Communication, Service Quality

Table 4 indicates that the significance value is < .001, meaning both Change Communication and Academic
Service Quality simultaneously have a significant effect on Student Satisfaction. The F value (29.975) also exceeds the
critical threshold, proving the model is statistically meaningful.

3.1.2 Partial Test (t-Test)
Table 5. Coefficients — Partial Effect of X1 and X2 on Y

Coefficients®
Model Unstandardized Coefficients Standardized Coefficients Sig
B Std. Error Beta ’
(Constant) 6.421 1.781 3.605 <.001
1 X1 .062 115 .075 545 588
X2 .633 137 .637 4.62 <.001

a. Dependent Variable: Y

a. Change Communication — Student Satisfaction: Not significant (Sig = 0.588).
b. Academic Service Quality — Student Satisfaction: Significant (Sig <.001).
This means that even though communication channels and procedures exist, students do not feel that such
communication directly affects their satisfaction.
Coefticient of Determination (R?)

Table 6. Model Summary

Model Summary
Model R R Square Adjusted R Square Std. Error of the Estimate
1 6952 484 468 2.358
a. Predictors: (Constant), X2, X1

The independent variables explain 48.4% of changes in student satisfaction, while the remaining 51.6% are
influenced by other variables not included in the model (e.g., lecturer performance, campus image, peer interaction,
administrative speed).

3.2 Discussion

The purpose of this section is to interpret the findings and compare them with the hypotheses and relevant literature.
Three main points are discussed: (1) simultaneous influence of variables, (2) non-significance of change communication,
and (3) strong influence of academic service quality.
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3.2.1 Simultaneous Influence of Change Communication and Academic Service Quality

The simultaneous test indicates both variables significantly influence student satisfaction, supporting H1. This finding
aligns with (Seitova et al., 2024), who emphasize that the integration of effective communication and high-quality services
strengthens student perceptions of institutional reliability. Similarly, (Lokolo et al., 2024) concluded that service quality
and trust create a positive academic environment that enhances satisfaction.

The significance of the simultaneous effect suggests that communication and service quality function as a system.
In the context of change, students expect clear information (communication) followed by tangible service performance
(service quality). When both aspects run consistently, students evaluate the institution more positively.

3.2.2 Change Communication Does Not Significantly Affect Student Satisfaction

Although theoretically communication is central to organizational change (Helpap & Schinnenburg, 2017), the partial
test shows Change Communication has no significant direct effect. Thus, H2 is rejected. Three reasons explain this
finding:
a. Students prioritize outcomes over information.
Even if communication about changes is provided, students prioritize how changes affect their learning, schedules,
and academic services. This is consistent with (Wahyuni & Kamaruddin, 2023), who found that communication alone
does not improve satisfaction unless supported by structural improvements.
b. The lowest indicator (X1.4) shows communication style issues.
Students feel that “polite and empathetic language” is inconsistently implemented. Prior research indicates that
emotional tone influences acceptance of change (Helpap & Schinnenburg, 2017).
c¢. Communication channels may be diverse but unstandardized.
Information from academic staff, program coordinators, and lecturers may differ, causing confusion. Such
inconsistency weakens the positive impact of communication.

Hence, communication is necessary but not sufficient to elevate satisfaction. The regression coefficient for Change
Communication (B = 0.062) shows a very slight positive effect, although being statistically insignificant, indicating that
its practical impact on student satisfaction is minimal. This result is in line with indicator X1.4's low mean score,
demonstrating that communication by itself cannot significantly raise satisfaction in the absence of improved services.

3.2.3 Academic Service Quality Significantly Influences Student Satisfaction

The strongest finding of this study is that Academic Service Quality has the most significant effect supporting H3. This
aligns with:

a. (Amoako et al., 2023): service responsiveness and staff competence are dominant predictors of satisfaction.

b. (Mantiri et al., 2024): academic service quality directly increases satisfaction.

c. (Mantiri et al., 2024): facilities and staff performance shape students’ loyalty.

In this study, indicator X2.4 (“competence of lecturers/staff”) was consistently the highest. Students value
knowledgeable staff who respond quickly and handle academic needs effectively. However, the lowest score for X2.1
(“physical facilities”) indicates that the main weakness remains infrastructure. This finding aligns with (Hidayat et al.,
2024), who emphasized that SERVQUAL’s tangibles dimension remains a common complaint in Indonesian universities.
Thus, students may tolerate communication gaps but remain highly sensitive to service delivery and academic support.

3.2.4 Novelty and Contribution of This Research

This study contributes to the growing literature in several ways:

a. Shows that communication does not always directly influence satisfaction.
This contradicts many models assuming communication is always a driver of satisfaction and highlights that students
weigh service quality more heavily.

b. Usesupdated literature (2020-2025) to contextualize findings in the post-pandemic academic era, where digitalization
of services is rising.

c. Provides empirical evidence from a transitioning academic environment, offering insight for institutions undergoing
similar changes.

d. Suggests that improving physical and digital facilities will yield the greatest increase in satisfaction.

4. CONCLUSION

According to the study's findings, academic service quality and change communication both significantly affect student
satisfaction at the same time, accounting for 48.4% of its variation (R2 = 0.484). Change Communication exhibits a
positive but statistically negligible influence (B = 0.075, p = 0.588), but only Academic Service Quality exhibits a
substantial partial effect (B = 0.637, p < 0.001). These results show that during times of institutional transition, students
choose concrete academic services over informational communication. The study makes significant contributions to
theoretical advancement as well as academic practice. From a practical standpoint, the findings emphasize the necessity
for academic institutions to improve their infrastructure, strengthen the ability of academic staff to provide high-quality
services, and improve their academic service systems. Simultaneously, communication techniques need to be refined to
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become more structured, interactive, and sympathetic. Theoretically, by showing how these factors interact within the
framework of continuous academic transformation, the integration of change communication and service quality
contributes to the body of existing literature. In general, enhancing communication techniques and raising the caliber of
academic services will help create a more productive and student-focused learning environment. In order to give a more
complete model of student happiness, future research is advised to incorporate additional variables such digital literacy,
teaching quality, institutional image, and learning environment.

ACKNOWLEDGMENT

I would like to thank everyone who has helped with this research. In particular, I would like to thank Ms. Pricylia Chintya
Dewi Buntuang, Mrs. Syahir Natsir, Tadulako University, and everyone who responded. I would like to thank you for
your help and time.

REFERENCES

Amoako, G. K., Ampong, G. O., Gabrah, A. Y. B., de Heer, F., & Antwi-Adjei, A. (2023). Service quality affecting student satisfaction
in higher education institutions in Ghana. Cogent Education, 10(2). https://doi.org/10.1080/2331186X.2023.2238468
Anandikha, A. V., Chairunissa, M., & Indriyani, D. (2024). Pengaruh Kualitas Layanan Administrasi dan Fasilitas Perguruan Tinggi
terhadap Kepuasan Mahasiswa Politeknik STIA LAN Jakarta. Jurnal Pendidikan Non Formal, 1(4), 11.

https://doi.org/10.47134/jpn.v1i4.608

Bajari, A. (2023). Transformasi Pendidikan Tinggi Saat Ini. Journal Article UNPAD, September-.

Dalati, S. (2017). Effect of service quality on students’ satisfaction in private higher education in Syria. Proceedings of the 5Sth
International Conference on Management Leadership and Governance, ICMLG 2017, 11(2), 93—100.

De-Juan-Vigaray, M. D., Ledesma-Chaves, P., Gonzalez-Gascon, E., & Gil-Cordero, E. (2024). Student satisfaction: Examining
capacity development and environmental factors in  higher education institutions.  Heliyon, 10(17).
https://doi.org/10.1016/j.heliyon.2024.e36699

Dewi, N. A. K., Trisnawati, T., & Kristina, M. (2020). The Drill Method with Realistic Approach to Improve Learning Outcomes of
Descriptive ~ Statistics in  Higher  Education. JINoP  (Jurnal Inovasi  Pembelajaran), 6(2), 215-226.
https://doi.org/10.22219/jinop.v6i2.13010

Dugenio-Nadela, C., Cafieda, D. M., Tirol, S. L., Samillano, J. H., Pantuan, D. J. M., Piafiar, J. C., Tinapay, A. O., Casas, H. M. S.,
Cometa, R. A., Conson, S. O., Urot, M. V., Ancot, J. M., Nadela, R. L., Dugenio-Terol, 1., Baluyot, A. M., Pevida, K., Olivar,
J. 1., & Decena, E. (2023). Service Quality and Student’s Satisfaction in Higher Education Institution. Journal of Human
Resource and Sustainability Studies, 11(04), 858—870. https://doi.org/10.4236/jhrss.2023.114049

Guna, D., Persyaratan, M., Gelar, M., Ekonomi, S., Program, P., Manajemen, S., & Tinggi, S. (2023). Pengaruh kualitas layanan dan
komunikasi akademik terhadap kepuasan mahasiswa fakultas ilmu sosial universitas negeri jakarta.

Hanitha, V., Angreni, T., Hendra, H., Listens, G., & Hidayat, A. (2024). Cointegration Analysis of Macro Economic Factors, Index
FTSE, on the Indonesian Stock Exchange Period 2017-2022. ECo-Fin, 6(1), 65-73. https://doi.org/10.32877/ef.v6il.1143

Helpap, S., & Schinnenburg, H. (2017). What Really Matters to Change Recipients: Dimensions of Supervisors’ Change
Communication.  Asia-Pacific ~ Journal of Management  Research  and  Innovation, 13(3-4), 81-88.
https://doi.org/10.1177/2319510x18776400

Hidayat, J. W., Juansen, M., Kirman, K., & Saputera, S. A. (2024). Evaluasi Efektivitas Sistem Akademik Menggunakan Model
Servqual Untuk Meningkatkan Kualitas Layanan. Jurnal ~ Media Infotama, 20(2), 402-409.
https://doi.org/10.37676/jmi.v20i2.6218

Ike Riskyanti, & Muhamad Faisal Fahmi. (2024). Pengaruh Kualitas Pelayanan Terhadap Kepuasan Mahasiswa Universitas Pamulang.
Jurnal llmiah Dan Karya Mahasiswa, 2(6), 64—76. https://doi.org/10.54066/jikma.v2i6.2823

Kasirun, K., Awalludin, A., Wiyono, S., & Salsabila, S. (2025). Academic Service Management and Its Impact on Student Satisfaction
in Higher Education. Journal of English Language and Education, 10(4), 1131-1138.

Khairunnisa, K., Arini, D. U., & Khairunisa, M. D. (2025). An Analysis of Student Satisfaction with Student Services in the Industrial
Engineering Department of Universitas Pamulang. SCIENTIFIC JOURNAL OF REFLECTION : Economic, Accounting,
Management and Business, 8(3), 1068—1075. https://doi.org/10.37481/sjr.v8i3.1192

Kusumaningrum, D. (2016). The Influence of Service Quality on Student Satisfaction in Higher Education. Jurnal Pendidikan Dan
Kebudayaan, 21(3), 251-260.

Lokolo, Lamberthus J., Kempa, R., Rehatta, G., & Lasaiba, M. A. (2024). Exploring the Relationship between Trust, Academic
Service Quality, and Student Satisfaction in the Faculty of Teacher Training and Education. AL-ISHLAH: Jurnal Pendidikan,
16(3), 2878-2891. https://doi.org/10.35445/alishlah.v16i3.5029

M. ITlhamdi. (2023). Pengaruh Kualitas Pelayanan Akademik Terhadap Kepuasan Mahasiswa Program Studi Ilmu Pemerintahan
Universitas Jambi. Student Scientific Creativity Journal, 2(1), 136—148. https://doi.org/10.55606/sscj-amik.v2i1.2676

Manaransyah, G., Rahman, A., & Rachmawaty, I. K. (2023). Pengaruh Kualitas Pengajaran, Kualitas Pelayanan akademik dan
Lingkungan Belajar Virtual pada Kepuasan Mahasiswa Pascasarjana dalam Perkuliahan Daring. Missio Ecclesiae, 12(2), 121-
132. https://doi.org/10.52157/me.v12i2.205

Mantiri, J., Rantung, M., Onibala, N. M., & Siwi, C. M. (2024). The Effect of Academic Services on Student Satisfaction Faculty of
Social Sciences and Law, Manado State University. Jurnal Manajemen Pelayanan Publik, &8(1), 170-187.
https://doi.org/10.24198/jmpp.v8il.49133

Maulana, A., Pratminingsih, S. A., & Suhardi, D. (2025). The Influence of Academic Service Quality, Campus Facilities, and
University Image on Student Satisfaction Faculty Of Economics and Business Universitas Swadaya Gunung Jati Cirebon.
Indonesian Journal of Strategic Management, 8(1), 19-33. https://doi.org/10.25134/ijsm.v8i1.10928

Memon, M. A., Thurasamy, R., Ting, H., & Cheah, J. H. (2025). Purposive Sampling: a Review and Guidelines for Quantitative

Copyright © 2026 the authors, Page 113
This Journal is licensed under a Creative Commons Attribution 4.0 International License


https://creativecommons.org/licenses/by/4.0/

Proceeding of International Conference Technology, Economics, and Social Science
Vol 1, No 1, January 2026, Page 108-114

ISSN 3124-6087 (Media Online)

https://journals.adaresearch.or.id/ictess

Research. Journal of Applied Structural Equation Modeling, 9(1), 1-23. https://doi.org/10.47263/JASEM.9(1)01

Mutu, G. P., Fkip, P. P. K. H., & Mangkurat, U. L. (2022). Prodi Pendidikan Khusus Fkip Ulm Semester Genap 2021-2022.

Payne, H. (2022). Teaching Staff and Student Perceptions of Staff Support for Student Mental Health: A University Case Study.
Education Sciences, 12(4). https://doi.org/10.3390/educscil2040237

Pramesti, M. D., & Rizal, A. (2023). Pengaruh Kualitas Layanan dan Citra Perguruan Tinggi Terhadap Kepuasan dan Dampaknya
Pada Niat Untuk Merekomendasikan. Syntax Literate; Jurnal Ilmiah Indonesia, 7(9), 16004-16020.
https://doi.org/10.36418/syntax-literate.v7i9.13775

Pratiwi, R. M., Suseno, N. S., & Najla Muchtar, A. (2024). Pengaruh komunikasi interpersonal dan kualitas layanan akademik
terhadap kepuasan mahasiswa. 10(1), 164-179.

Rahman, A., Islam, S. A., Siddiki, N., & Paul, R. K. (2024). Effects of Service Quality on Student Satisfaction: A Study Using the
SERVQUAL Model. International Journal of  Management and  Accounting, 6(3), 40-54.
https://doi.org/10.34104/ijma.024.040054

Rakow, K. E., Priestley, M., Byrom, N. C., Foster, J. L. H., & Dommett, E. J. (2024). Their wellbeing affects our wellbeing: student
perspectives of lecturer wellbeing and its consequences for student wellbeing. Higher Education, 90(4), 1065-1082.
https://doi.org/10.1007/s10734-024-01365-0

Santosa, A. B. (2025). Analysis of Student Satisfaction with School Administration Services. EDUKASIA Jurnal Pendidikan Dan
Pembelajaran, 6(1), 1-14. https://doi.org/10.62775/edukasia.v6il.1173

Seitova, M., Temirbekova, Z., Kazykhankyzy, L., Khalmatova, Z., & Celik, H. E. (2024). Perceived service quality and student
satisfaction: a case study at Khoja Akhmet Yassawi University, Kazakhstan. Frontiers in Education, 9(November), 1-16.
https://doi.org/10.3389/feduc.2024.1492432

Shafira, Idris, Adda, H. W., & Buntuan, P. C. D. (2024). Human Resources Development To Increase Customer Satisfaction With Our
Trustee Services. The Journal of Business, Economics, and Social Science Review, 01(02), 39-45.

Siburian, B., Pitaloka, D., & ... (2024). Pengaruh Fasilitas dan Layanan Komunikasi terhadap Kepuasan Mahasiswa di Universitas
HKBP Nommensen Pematangsiantar. Jurnal llmiah e 2(6), 612-625.
https://ejurnal.kampusakademik.co.id/index.php/jiem/article/view/1556%0Ahttps://ejurnal. kampusakademik.co.id/index.php/
jiem/article/download/1556/1434

Sudarmi, Ridjal, S., & Djumadi, E. (2024). Pengaruh Kualitas dan Nilai Pelayanan Terhadap Kepuasan Mahasiswa. Jurnal llmiah Dan
Karya Mahasiswa, 2(6), 64-76.

Sukirman, Suyono, & Santoso, A. B. (2023). BUKU SMMPT Edisi Revisi).Sukirman.

Surya Bahadur, G. C., Gurung, S. K., Poudel, R. L., Yadav, U. S., Bhattacharjee, A., & Dhungana, B. R. (2024). The effect of higher
education service quality on satisfaction among business students in India and Nepal. Cogent Education, 11(1).
https://doi.org/10.1080/2331186X.2024.2393521

Syahmer, V., Nurcahyo, R., Gabriel, D. S., & Kristiningrum, E. (2022). Student satisfaction measurement in higher education.
Communications in Humanities and Social Sciences, 2(1), 14-21. https://doi.org/10.21924/chss.2.1.2022.28

Teddy, C., Stefani, C., & Layla, H. (2020). Service Quality, Consumer Satisfaction, Dan Consumer Loyality : Tinjauan Teoritis. In
Angewandte Chemie International Edition, 6(11), 951-952.

Terhadap, S., Mahasiswa, K., Ekonomi, F., Bisnis, D., Panca, U., & Bekasi, S. (2025). Economics and Digital Business Review
Pengaruh Kualitas Pelayanan Sistem Informasi Akademik Pengguna Di Universitas Panca Sakti Bekasi. 7(1).

Utami, R., & Suyatman, D. (2025). Kualitas pelayanan institusi pendidikan tinggi dan pengaruhnya terhadap loyalitas mahasiswa.
11(2).

Wadiv Vatul Khovivah, Mareta Rofiko, Danial Atiq Ma’shum, Santi Nur Holisa, Qinta Istiqlalia Hidaya, Nikmatul Wafiah, &
Mu’alimin Mu’alimin. (2025). Literature Review : Peran dan Strategi Komunikasi Efektif dalam Manajemen Perubahan
Organisasi. PPIMAN Pusat Publikasi Ilmu Manajemen, 3(3), 60-71. https://doi.org/10.59603/ppiman.v3i3.875

Wahyuni, J., & Kamaruddin, I. (2023). The Effectiveness of Organizational Communication in Improving the Quality of Private
Universities in Gorontalo. Metafora: Education, Social Sciences and Humanities Journal, 7(02), 2407-1757.

Copyright © 2026 the authors, Page 114
This Journal is licensed under a Creative Commons Attribution 4.0 International License


https://creativecommons.org/licenses/by/4.0/

