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ABSTRACT 
In measuring the quality of education, student satisfaction with educational services in higher education is one of the important 
indicators. This study aimed to measure the level of student satisfaction with various services in the Midwifery Study Program of 
Magetan, including academic, student, laboratory, reading room, facilities, infrastructure, lecturers, education staff, and management 
aspects. The research method used was a survey, with a population of 178 students from levels 1, 2, and 3. The survey was conducted 
from September to October 2023. The research instrument was a questionnaire compiled based on the public service standard 
guidelines from the Regulation of the Minister of State Apparatus Empowerment and Bureaucratic Reform of Indonesia, which 
measured the level of student satisfaction with various aspects of services. The data obtained were then analyzed descriptively to 
determine the level of satisfaction in each service category. The results of the study showed that the majority of students were 
satisfied with the services provided by the study program. Services in the academic, student affairs, and laboratory fields as a whole 
received a rating of "very satisfactory". Meanwhile, services related to the reading room, facilities and infrastructure, lecturers, 
education staff, and management received varying ratings between "satisfactory" and "very satisfactory". This study provides a 
comprehensive picture of student perceptions of the quality of existing services, as well as identifying areas that have functioned 
well and areas that still have room for improvement. The results can be used as a reference for study program managers to continue 
to improve the quality of services in supporting a better education process. 
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INTRODUCTION 

Student satisfaction with educational services in higher education is one of the important indicators in measuring the quality of 
education. The Magetan Midwifery Study Program as part of a higher education institution continues to strive to provide the best 
service in various aspects, such as academics, student affairs, laboratories, reading rooms, facilities, and infrastructure, as well as 
interaction with lecturers, education staff and managers. However, direct monitoring of student satisfaction with these services is 
still limited, so an evaluation is needed to determine the extent to which these services meet student expectations. 

Problems arise when there are indications that some aspects of services in the Midwifery Study Program of Magetan are not yet 
fully optimal. Although academic and laboratory services are expected to be adequate, other aspects such as infrastructure, reading 
rooms, and interactions with lecturers and education staff need more attention. Without a comprehensive evaluation, the gap between 
expectations and reality in services can continue to occur, which can ultimately harm the quality of education and student 
satisfaction.(1) 

The impact of this problem not only affects the level of student satisfaction but also the overall academic quality.(2,3) Low student 
satisfaction can lead to decreased academic achievement, lack of motivation to be actively involved in teaching and learning 
activities, and reduced participation in research activities and writing scientific papers. In addition, low satisfaction can also 
contribute to the low publication of scientific papers by lecturers and students, as well as a lack of enthusiasm among students to 
conduct research that is important in the development of midwifery science.(4) 

If not addressed immediately, this problem will have a wider impact, including in terms of the image of the study program and 
its reputation in the eyes of new students and the general public.(5) The decline in scientific publications from both lecturers and 
students can reduce the competitiveness of study programs at the national and international levels.(6) Low student involvement in 
research and publication of scientific papers also shows that the research support facilities and guidance provided are still 
inadequate.(7,8) 

As a solution, a systematic evaluation through a student satisfaction survey is needed to identify areas that need improvement. 
By using a questionnaire instrument prepared based on the standards of the Regulation of the Minister of State Apparatus 
Empowerment and Bureaucratic Reform of Indonesia, it is hoped that the results of this study can provide an objective picture of 
the quality of services in the Midwifery Study Program of Magetan. This will be the basis for managers to improve services as a 
whole. 

This study has a novelty in measuring student satisfaction in an integrated manner, covering various aspects of important 
educational services. Different from previous studies that may only focus on one aspect such as academics, this study is 
comprehensive in examining academic services, student affairs, laboratories, reading rooms, facilities, and infrastructure, as well as 
the performance of lecturers and education staff. Thus, the results of this study can provide more comprehensive input for study 
program managers.(9) 
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The results of this study are expected to be the basis for decision-making for improving services in the future so that it can 
increase student satisfaction, improve academic achievement, motivate lecturers and students to be more active in publishing 
scientific works, and support the achievement of quality education goals in the Midwifery Study Program of Magetan. 

The purpose of this study is to measure the level of student satisfaction with various services in the Midwifery Study Program 
of Magetan, including academic, student, laboratory, reading room, facilities and infrastructure, lecturers, education staff and 
management aspects, as well as to identify areas that need to be improved to support the improvement of the quality of education 
and student academic motivation. 

 
METHODS 

This study used a descriptive research type with a survey method to measure the level of student satisfaction with the services 
of the Midwifery Study Program of Magetan. The population in this study were all active students of the Midwifery Study Program 
of Magetan consisting of 195 students in years 1, 2, and 3. The sampling technique used was the total population so the entire 
population was used as a sample in this study. The location of the study was carried out at the Midwifery Study Program of Magetan, 
while the time of the study was carried out from September to October 2023.  

This study measured several variables, namely student satisfaction with services in the academic, student, laboratory, reading 
room, facilities and infrastructure, lecturers, education staff, and management fields. The instrument used in this study was a closed 
questionnaire, which was compiled based on the public service standards of the Regulation of the Minister of State Apparatus 
Empowerment and Bureaucratic Reform.(10) This questionnaire consists of a Likert scale to assess the level of student satisfaction 
in various aspects of service.(11) The data collection technique was carried out by distributing questionnaires directly to student 
respondents. After the data was collected, the analysis was carried out using descriptive data analysis techniques, where the results 
were presented in the form of frequency distribution and percentages to describe the level of student satisfaction with each service. 

 
RESULTS 

The results of the study showed that the majority of students gave a very good assessment of the academic services provided. 
The availability of lecturers, teaching quality, and lecture schedules were considered to be by following per under-student needs. 
This aspect received the highest score in the satisfaction category. All aspects assessed exceeded the standard (Figure 1). Two aspects 
of academic services that need to be improved, namely the scientific work products of lecturers and students and the completion 
time of each academic service needed by students. 

In terms of student affairs, students also considered this service to be very good and exceeded the standard. Guidance and 
counseling services, management of student activities, and support for student organizations were considered to have run well and 
supported the personal development of students. However, in terms of student activity unit coaching services, it still needs to be 
improved (Figure 2). 

            
 

Figure 1. Student satisfaction with academic services              Figure 2. Student satisfaction with student services 
 

The level of student satisfaction with laboratory services is categorized as good. Several aspects need attention and continuous 
improvement, namely: laboratory services still do not meet the requirements, especially equipment facilities. The time to complete 
the competencies that must be achieved by students does not meet the service time standards. The competence of Educational 
Laboratory Administrators needs to be improved, teaching and learning aids must be rejuvenated and adjusted to current 
developments, including the slow resolution of student complaints about laboratory services by the laboratory coordinator also needs 
serious attention from the head of the study program (Figure 3). 

Students assessed the reading room service as good. The availability of reference books and access to citation sources such as 
international journals, national journals, proceedings, teaching modules, and practical modules are limited, so this service can still 
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be improved. The competence of librarians needs to be improved, service hours need to be adjusted to the hours of student teaching 
and learning activities (Figure 4). 

 

   
  

Figure 3. Student satisfaction with laboratory services            Figure 4. Student satisfaction with reading room services 
 

Table 1. Level of satisfaction with access to 
infrastructure 

 
Measured 

aspects 
Satisfaction level (%) 
Very good Good 

1-Adequacy 
2-Accessibility 
3-Quality 

109 (55.9) 
101 (51.8) 
107 (55) 

86 (44.1) 
94 (48.2) 
88 (45) 

 

Table 1. Level of satisfaction with access to infrastructure 
 

Measured aspects Satisfaction level (%) 
Very good Good 

1-The reliability and ability of lecturers in 
providing services to students 

2-The responsiveness of lecturers in helping 
students and providing services quickly 

3-Ensuring that lecturer services are by 
following the provisions 

4-The lecturer's concern in giving attention to 
students 

91 (46.7) 
 

95 (48.8) 
 

92 (47.1) 
 

101 (51.9) 
 

104 (53.3) 
 

100 (51.2) 
 

103 (52.9) 
 

94 (48.1) 
 

 
In terms of facilities and infrastructure, this service received a rating of very good/very satisfying and good/satisfactory. Students 

felt that supporting facilities such as classrooms, student activity rooms, yards, activity facilities for developing talents and interests, 
and environmental cleanliness were very good, although there was hope for improvement in several areas such as the provision of 
IT facilities and discussion rooms (Table 1). 

Lecturers in the teaching and guidance aspects received very good/very satisfying and good/satisfactory assessments. Students 
were satisfied with the involvement of lecturers in the learning process and academic guidance, as well as the ease of communicating 
and getting help from lecturers. The reliability and ability of lecturers were very good, responsiveness and certainty in providing 
services were very good, including the lecturers' concern for students was also very good (Table 2). 
 

Table 3. Level of satisfaction with educational staff services 
 

Measured aspects Satisfaction level (%) 
Very good Good 

1-The reliability and ability of 
educational staff in providing 
services to students 

2-Responsiveness of educational 
staff in helping students and 
providing services quickly 

3-Ensuring that lecturer services 
are by following the provisions 

4-The concern of educational 
staff in providing attention to 
students. 

101 (51.9) 
  
 

101 (51.9) 
 
  

95 (48.8) 
  

97 (49.8) 

 94 (48.1) 
  
 

94 (48.1) 
 
 

100 (51.2) 
 

98 (50.2) 

 

Table 4. Level of satisfaction with study program management 
services 

Measured aspects Satisfaction level (%) 
Very good Good 

1-The reliability and ability of 
management in providing 
services to students 

2-The responsiveness of the 
management in helping 
students and providing services 
quickly 

3-Ensuring that lecturer services 
are by following the provisions 

4-The management's concern in 
giving attention to students. 

101 (51.9) 
 
  

106 (54.3) 
 
 
  

101 (51.9) 
  

103 (52.8) 

 94 (48.1) 
 
  

89 (45.6) 
 
 
  

94 (48.1) 
 

92 (47.2) 
 

 
The service from the education staff was rated very satisfactory/very good, and satisfactory/good. The performance of education 

staff in assisting administration and student needs was very good, although there were some inputs related to improving service 
efficiency in several parts (Table 3).  
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Students rated the study program management service as very good/very satisfying and good/satisfactory. Openness of 
information, ease of access to administrative services, and management's response to student needs have been running very well, 
but there is still room to improve the speed of response to student complaints (Table 4). 

Overall, this study shows that most of the services in the Magetan Midwifery Study Program have met or even exceeded 
students' expectations, with several aspects that can still be further improved. 
 
DISCUSSION 

The results of the study showed that the majority of students of the Magetan Midwifery Study Program were satisfied to very 
satisfied with the various services provided, especially in the academic, student, and laboratory aspects.(12) This finding is in line 
with the theory of educational service management which states that quality services can increase student satisfaction and learning 
motivation.(13,14) When academic services, such as the availability of lecturers and the quality of teaching, are provided optimally, it 
will create a conducive learning environment and support the achievement of better academic achievement.(15) A good academic 
atmosphere is highly dependent on the academic situation, the situation of student activities, and access to supporting facilities and 
infrastructure provided by the study program. The enthusiasm for learning from students also depends on the fulfillment of their 
expectations for the study program services. If students' expectations have exceeded their expectations, then the academic 
atmosphere will be positive, and various student achievements will be achieved. 

Student services also received very satisfactory ratings from students.(16) Other published studies have shown that good student 
services can increase the active participation and involvement of students in various campus activities. This is in line with our 
findings which show that support provided in student activities increases students' motivation and sense of belonging to their study 
program. The theory of student empowerment also supports these results, emphasizing the importance of involvement in student 
activities to increase student’s responsibility for their educational process.(17) Student involvement in research and community 
service carried out by lecturers also contributes to improving students' soft skills. 

The laboratory service aspect showed very satisfactory results, reflecting the importance of direct practice in midwifery 
education. These results are consistent with published research, which emphasizes that practice facilities, including adequate practice 
tools, improve students' clinical competence. In this context, the experiential learning theory explains that learning experiences 
through direct practice are very important for mastering clinical skills. Students who are satisfied with laboratory facilities tend to 
be more active in learning and applying the knowledge they gain in the field.(18) 

However, in terms of the reading room, although it is considered quite satisfactory, there are several complaints regarding the 
limited availability of reference books. This shows a gap between expectations and reality, as explained in the theory of customer 
satisfaction.(19,20) Similar studies have reported findings that limited access to learning resources can reduce students' interest in 
conducting research. Therefore, it is important to address this problem by increasing the collection of books and access to digital 
libraries, so that students can have more references to support their studies.(21) The reading room and collection of reading materials 
are academic stressors for students, if inadequate. Students who often receive academic stressors will respond to stress, thereby 
reducing academic and non-academic learning achievements. 

In terms of facilities and infrastructure, the results showed a satisfactory assessment, but there were inputs related to improving 
IT facilities and discussion rooms. This limitation indicates the need for more attention to the theory of educational infrastructure 
support systems. Research on infrastructure adequacy confirms that good educational infrastructure can improve the quality of 
learning.(22) Improving IT facilities and discussion rooms are expected to create a more interactive environment and support 
constructive discussions among students. 

The aspect of lecturer service that is considered very satisfying shows that the role of lecturers is not only as teachers but also 
as mentors and guides. According to the theory of mentorship in education, the personal involvement of lecturers in the learning 
process can improve student achievement and motivation.(23) The process and quality of good lecturer guidance contribute 
significantly to student academic success. The involvement of lecturers in guiding and supporting students will encourage students 
to be more active in learning and participating in research. On the other hand, the low level of lecturer competence, responsiveness, 
and concern of lecturers including the length of time to complete guidance are the highest academic stressors often experienced by 
students. Therefore, continuous supervision from the leadership (Head of Study Program) is a solution so that the existence of 
lecturers becomes a learning stimulator for students.(24) 

Although the results of the study indicate high satisfaction, some limitations need to be noted. One is the use of a descriptive 
quantitative method with a closed questionnaire, which limits in-depth explanations of the reasons behind students' satisfaction 
ratings. Future research is recommended to use qualitative methods, such as in-depth interviews or focus group discussions, to dig 
deeper into students' experiences. In addition, the study period of only two months (September-October 2023) may not be enough 
to capture variations in student satisfaction throughout the academic year, so longitudinal research can provide a more 
comprehensive picture. 

Another limitation is that this study focuses only on students' perceptions of the services provided by the study program, without 
evaluating external factors such as campus policies government support, and other influencing variables. Expanding the study to 
include the influence of external stakeholders in supporting the study program, such as campus policy support, organizational 
commitment, employee behavior, and reward and sanction systems, can be an important step.(25) By increasing the involvement of 
all stakeholders, the study program can identify areas that need improvement and take steps to improve overall student satisfaction. 
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By addressing these limitations, the Magetan Midwifery Study Program can continue to improve the quality of its services to 
support student’s academic achievement and scientific involvement in the future. This study is expected to be the basis for better 
service improvements, which ultimately contribute to better academic achievement and scientific work development among 
students. 

 
CONCLUSION 

The conclusion of this study shows that students of the Magetan Midwifery Study Program are generally satisfied with the 
services provided, especially in the academic, student, laboratory, lecturer services, education staff, and study program managers, 
including access to infrastructure that contributes to their motivation and learning achievement. However, there is still room for 
improvement, especially in the provision of a more adequate reading room and more complete IT facilities. Suggestions for study 
program managers are to increase the collection of reference books and access to digital learning resources, improve supporting 
facilities, and provide supervision of the performance of lecturers and education staff to create a more optimal learning environment. 
With these steps, it is hoped that the quality of education and student satisfaction can continue to be improved, thus supporting better 
academic and research development in the future. 
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