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Abstract. This study aims to determine and explain the effect of reputation and 

academic service quality on student satisfaction, at the Interstudi Design College 

(STDI) in Jakarta. This type of research is explanatory research with a quantitative 

approach. For reputation with Charles J. Fomburn corporate reputation theory. 

Measuring service quality according to the theory of Parasuraman & Zeithaml 

(2012). Continuing customer satisfaction students with the theory of Parasuraman 

& Zeithaml (2012). The research was conducted at The Interstudi Design College 

(STDI) with a population of all active student the semester totaling 500 students. 

Distribution of samples by distributing questionnaires to selected students as 

primary data and Interviews with STDI leaders. Where as secondary data with 

literature. The number of samples with the Slovin formula, and the stratifield 

random sampling method. Technical analysis of data using multiple linier 

regression. Thus research resulted that. Firstly, Significant effect between 

reputation on STDI student satisfaction, Secondly, Significant effect between 

academic service quality on STDI student satisfaction. Thirdly Significant effect 

between reputation and academic service quality together towards STDI student 

satisfaction. Reputation must always be maintained and the quality of academic 

services also so that students get satisfaction. The level of satisfaction students of 

educational service users is a measure of the success of higher education 

institution in managing it. So that it is expected to increase the total new students 

STDI. 
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INTRODUCTION 

The level of intense competition between private universities in Jakarta 

requires university management to be asked to maintain a good reputation, good 

academic service quality so that student satisfaction can be achieved. Student 

satisfaction can be a benchmark for good university management, as well as other 

factors. To make intelligent people through education, because education is the 

cutting edge. The government has tried to prioritize development in the education 

sector to achieve quality and productive human resources. Higher education 

institutions have the task not only to produce graduates, both in quantity but also
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quality and ready to be a motivator, innovator and dynamicator of various types of 

levels of expertise to encourage national development (Yudana, Natajaya, 2013). 

Various methods are used by the College to get a positive reputation and 

students get satisfying services. Interstudi Design College (STDI) is one of the 

private tertiary institutions in Jakarta. Under the Interstudi Education Foundation, 

it was established in 1997 under a decree Ministry of National Education c.q. 

Director General of Higher Education No. 7 / DO / 2007 dated January 4, 2007. 

As a college operational license. With the operational permit and STDI law, it  

officially began operating in carrying out its function as a higher education 

institution managed by a non-governmental institution. The establishment of  

STDI is the answer for the community to get quality education in the field of 

design at an affordable cost. The quality of education must continue to take 

precedence over its achievements, and are demanded to maintain the reputation 

and quality of academic services so that students get satisfying services. If the 

level of satisfaction meets student expectations, the institution's reputation has a 

positive value in the present and future. Besides the quality of academic services 

as part of public services must also focus in accordance with student expectations. 

Meeting the expectations for the reputation and quality of academic services is the 

main goal of public services, so quality resources are needed. Higher Education 

Institutions are required to maintain the quality of education through recognition 

from the National Accreditation Board (BAN). 

Table 1. Accreditation of Higher Education Study Programs. 
 

College Study program Level 
The 

region 
Decree number Year decree 

Interstudi 

Design 

College 

 

Product Design 
 

S1 
 

3 
2705/SK/BAN- 

PT/Akred/S/XI/2016 

 

2016 

Interstudi 

Design 

College 

Visual 

communication 

design 

 
S1 

 
3 
2706/SK/BAN- 

PT/Akred/S/XI/2016 

 
2016 

Interstudi 

Design 

College 

Design interior  
S1 

 
3 
3207/SK/BAN- 

PT/Akred/S/XI/2016 

 
2016 

Source : BAN PT 2019 (https://banpt.or.id/direktori/institusi/pencarian_institusi.php  

 

Educational activities are not only oriented towards the end result but must 

prioritize higher education accountability. Good accountability includes quality 

assurance, quality control, quality improvement. Accountability is the demand of 

a college that can be accountable to the public (Permenristekdikti No.61 of 2016 

concerning the Internal Quality Assurance System). The reputation of an 

institution or organization is important in governance, especially in the world of 

higher education. Because the reputation of a good or bad institution or 
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organization is an important indicator. Even though reputation is complex, but if 

managed well it will benefit the organization. There are various views about 

reputation in society. Research conducted by (Wantara, 2009) produces the effect 

of reputation on satisfaction is the most powerful influence. Regarding reputation, 

there are six elements / dimensions of namely men by 12% and women by 

13.3.7%. Meanwhile, in the Department of Interior Design, more male 

respondents were 9.6% and women were only 1.2% due to the greater number of 

male students. Furthermore, in the fashion design department, the majority of 

students are women, so the portion of the number of respondents taken is 3.6% 

male and 15.7% female. By looking at the distribution of respondents according to 

the proportion of the number of students by sex in each department, the sample is 

representative. 
 
 

No Majors 
Frequency (people) Percentage (%) 

L P L P 

1  Visual Communication Design 20 18 22.9 21.7 

2  Multimedia Design 10 11 12.0 13.3 

3  Interior Design 8 1 9.6 1.2 

4  Fashion design 3 13 3.6 15.7 

 Amount 40 43 48.2 51.8 

Table 2. Distribution of Respondents' Identities 
 

Testing the Classical Assumptions of the Multiple Regression Model 

The classic assumption test of multiple linear regression models is 
performed on the error of the regression model to test normality, non- 

heteroscedasticity and multicollinearity. First, the normality test results show the 

value of sig. = 0.057> 0.05, then don't reject H0. That is, the error of the 

regression model spread normally. Secondly, the test of non-heteroscedasticity 

using the graphical method is to plot between dependent variables on the 

horizontal axis and standard residuals on the vertical axis. The plot shows not to 

form a certain pattern, this indicates the regression model has a homogeneous 

error. Third, the multicollinearity test shows a Variance Influence Factor (VIF) 

value of 2.90 (Table 4) which is smaller than 10, then does not reject H0. That is, 

there is no correlation between independent variables. Thus, it can be concluded 

that there was no violation of the classical assumptions of the regression model 

error. 
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Estimation and Testing of Regression Coefficients 

The results of the calculation of estimation and testing of the regression 

coefficients are listed in Table 4, the regression model constructed is: 

𝑌̂  = 1.186 + 0.230𝑋1 + 0.306𝑋2 atau 

𝑌̂           = 0.230𝑋1 + 0.306𝑋2 
 

Unstandardized 

  Coefficients  
Standardized 

Coefficients  
  Collinearity 

  Statistics  

 
Model 

  
B 

Std. 
Error 

 
Beta 

 
T 

 
Sig. 

 
Tolerance 

 
VIF 

1 (Constant) 1.186 2.095  .566 .573   

 X1 .230 .086 .287 2.661 .009 .334 2.990 
 X2 .306 .057 .579 5.372 .000 .334 2.990 

Table 3. Estimation and Testing of Regression Coefficients 

 

Based on Table 3, the X1 variable obtained sig = 0.009 and t arithmetic = 

2.661 while t table = 1.663. Because the value of sig <0.05 and t arithmetic> T 

table means that there is a significant influence on the reputation variable (X1) on 

satisfaction (Y). It can be concluded that there is a significant influence of the 

independent variable reputation X1 on the dependent variable student satisfaction 

Y in the STDI Jakarta campus environment at a real level of 5%. The regression 

coefficient is 0.230, meaning that the average STDI student satisfaction will 

increase by 0.230 if the STDI reputation increases by one unit and the variable 

style of academic service quality remains. Student satisfaction can be created by 

providing several benefits including providing the best academic services to STDI 

students, this will provide recommendations from word of mouth that support 

STDI. Good academic services will have a positive impact on student satisfaction, 

similarly expressed by (Chandra, Ng, 2018) through his findings that serious 

attention to the quality of services provided by universities and colleges is needed 

because the better the quality of services provided, the higher student satisfaction. 

Furthermore, still from Table 3, the variable X2 obtained sig = 0.000 and t 

arithmetic = 5.372 while t table = 1.663. Because the value of sig <0.05 and t 

arithmetic> t table means that there is a significant influence of academic service 

quality variables (X2) on student satisfaction (Y). It can be concluded that there is 

a significant effect of the independent variable academic service quality on the 

dependent variable of student satisfaction on the STDI Jakarta Campus at the 5% 

level. The regression coefficient is 0.306, meaning that the average student 

satisfaction will increase by 0.306 if the academic service quality increases by one 

unit and the variable reputation remains. 

The quality of academic services is understood as the dimensions needed 

by academic service units in conducting an assessment and measurement. The 

dimensions of academic service are associated with satisfaction, namely 
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reliability, responsiveness, confidence, empathy and tangibility. STDI academic 

services consist of academic services of lecturers and academic services of 

administrative employees. The level of satisfaction is in the satisfied category. 

Factors relating to lecturer professionalism, ease and convenience include lecturer 

professionalism, easy access to academic information and student comfort in the 

learning process having satisfied qualifications. Based on the satisfaction ranking, 

it is obtained that the most dominant factor influencing student satisfaction is the 

professionalism of lecturers about giving material clearly so that it is easy to 

understand. 

Testing the joint influence of reputation and academic service quality on 

student satisfaction is recorded in Table 5. Obtained sig = 0,000 and F arithmetic 

= 88,624 while F table = 3.111. Because the value of sig <0.05 and F arithmetic> 

F table, then reject Ho. That is, there is a significant influence of the independent 

variable reputation (X1) and academic service quality (X2) together on student 

satisfaction (Y) at the STDI Jakarta Campus at the 5% level. 

 
Model Sum of Squares Df Mean Square F Sig. 

1 Regression 273.531 2 136.765 88.624 .000 
 Residual 123.457 80 1.543   

 Total 396.988 82    

Table 4. Joint Testing with Variance Analysis 

The level of confidence in the regression model that is built or the level of 
diversity of the dependent variable that can be explained by the independent 

variable is reflected in the coefficient of determination (R2). Based on the 

calculation results listed in Table 5, the coefficient of determination is obtained by 

0.689. That is, 69% of the average diversity of student satisfaction can be 

explained by the reputation and quality of academy services, while the remaining 

31% is another factor that has not been included in the regression model. Other 

factors that may have an influence on student satisfaction and have not been 

included in the model are the STDI campus social environment, access roads and 

strategic location of the STDI campus and the suitability of costs with the 

facilities received. 
 

Model R R Square 
Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .830a .689 .681 1.242 

Table 5. Determination Coefficient Influence of Reputation and Quality of 

Academic Services on STDI Student Satisfaction 
 

Effect of Reputation on STDI Student Satisfaction 

Based on the H1 hypothesis, there is a significant effect of reputation on 

the satisfaction of STDI Jakarta students. The effect of X1 on Y of 0.230 

(regression coefficient) means that the average STDI student satisfaction will 

increase by 0.230 if the STDI reputation increases by one unit and variable 
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academic service quality remains. Whereas in Table 4. Variable X1 obtained the 

value of sig = 0.009 and tcount = 2.661 while t table = 1.661. Because the sig 

value <0.05 and tcount > T table means that there is a significant influence the 

reputation variable (X1) on the satisfaction variable (Y). Thus it can be concluded 

that the H1 hypothesis is proven. 

These results indicate that STDI's reputation in the eyes of students is 

good, because reputation is a picture that is in someone's mind. Reputation is also 

an intangible asset owned by a company. A favorable reputation includes 

emotional appeal, product and service and vision leadership. Employees of a 

company know the benefits of a positive and long-lasting company reputation and 

dangerous negative reputation, and understand their role to obtain and maintain a 

positive company reputation (Cravens and Oliver, 2006). Reputation can turn 

negative if it is not supported by actual abilities or circumstances. A good 

reputation influences the satisfaction of customers and employees of the company 

itself, increases customer loyalty and increases company growth and company 

survival. The results of quantitative hypothesis testing and the theory, strengthen 

the researchers to conclude that in this study reputation has a positive and 
significant influence on STDI student satisfaction. 
 

The effect of Academic Service Quality on STDI Student Satisfaction 

Based on the H2 hypothesis, there is a significant influence of academic 

service quality on the satisfaction of STDI Jakarta students. The influence of X2 

on Y of 0.306 (regression coefficient) means that the average student satisfaction 

will increase by 0.306 if the academic service quality increases by one unit and 

the variable reputation remains. Being based on Table 4. Variable X2 obtained the 

value of sign = 0,000 and tcount = 5,372 while t table = 1,663. Because sig <0.05 

and tcount> t table means that there is a significant influence of academic service 

quality variable (X2) on student satisfaction variable (Y). Thus it can be 

concluded that the H2 hypothesis is proven. 

These results indicate the quality of academic services at STDI Jakarta 

according to students considered good. Service quality is understood as the 

dimensions required by service units in conducting an assessment and 

measurement. Meanwhile, the quality of academic services is defined as a form of 

service carried out by academics to the maximum with all the advantages in order 

to meet the needs and expectations of students. Some dimensions that reflect the 

quality of service, especially in the service sector, include responsibility, 

reliability, responsiveness, assurance and empathy. Good quality services have 

effectiveness and efficiency in serving students so as to provide satisfaction to 

him. Based on the results of testing hypotheses and synthesis of existing theories, 

researchers provide conclusions that the quality of academic services has a 

positive effect on the satisfaction of STDI students (Yudana, Natajaya, 2013). In 

this case, the quality of academic services can answer the problems that arise in 

determining the services provided by STDI. 

Advances in Social Science, Education and Humanities Research, volume 423

442



  

 

 

 

The effect of Reputation and Academic Service Quality on STDI Student 

Satisfaction 

Based on the hypothesis H3 showed a significant influence on the 

reputation and quality of academic services together the satisfaction of STDI 

Jakarta students. Based on table 5, obtained sig = 0,000 and F count = 88,624 

while F table = 3,111. This means that there is a significant influence of the 

independent variable reputation (X1) and academic service quality (X2) together 

on satisfaction (Y) at the STDI Jakarta Campus. So it can be concluded that the 

H3 hypothesis is proven. 

The results above show that the reputation and quality of academic 

services at STDI Jakarta in the eyes of students is considered good. Based on the 

results of testing between the reputation and quality of academic services on STDI 

student satisfaction states there is a positive and significant influence. This 

explanation provides an understanding that the better the reputation and quality of 

academic services provided to students, the more they will increase on the STDI 

student satisfaction. This, according to the research (Chandra, Ng, 2018), found 
that serious attention to the quality of services provided by universities and 

colleges is needed because the better the quality of services provided, the higher 

the satisfaction of students. 
 

 

CONCLUSION 

This research was conducted to determine the effect of reputation variables 

on student satisfaction variables. The influence of academic service quality 

variables on student satisfaction variables. The effect of the reputation variable 

and academic service quality variables together on student satisfaction variables at 

the the Interstudi Design College (STDI) Jakarta. Like the hypothesis proposed in 

the chapter above. Based on the results of hypothesis testing and discussion, it can 

be concluded that: firstly there is a significant effect between reputation  on 

student satisfaction in STDI Jakarta, secondly there is a significant effect between 

the quality of academic services on student satisfaction at STDI Jakarta, and 

thirdly there is a significant effect b effect etween reputation and quality academic 

services together on the satisfaction of STDI Jakarta students. With the limited 

time available so that this research results have not been maximized, it is 

necessary to continue it by the academics in the future to achieve better results. 
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