
©2023 Mudir : Jurnal Manajemen Pendidikan 

MUDIR (Jurnal Manajemen Pendidikan) P-ISSN : 2655-9331 E-ISSN : 2657-2230 
Avalaible online at: https://ejournal.insud.ac.id/index.php/mpi/index  
Volume 5, Nomor 1, Januari 2023 | DOI: https://doi.org/10.55352/mudir 

 
 

EDUCATION QUALITY MANAGEMENT IN IMPROVING USER SERVICES 
AT MADRASAH IBTIDAIYYAH MIFTAHUL JANNAH  

SEKAMPUNG, EAST LAMPUNG, LAMPUNG 
 

Tukiran 

Institut Teknologi Sumatera (ITERA), Lampung, Indonesia 
tukiran@sll.itera.ac.id    

 

Abstrak: Mutu Pendidikan dapat di lihat dari manajemen di setiap lembaga atau instasi, khusunya di 
sekolah atau madrasah. Berangkat dari bagaimana mutu pendidikan di suatu sekolah atau madrasah yang 
dilihat dari pelayan pengguna yang kedepannya dapat meningkatkan mutu pendidikan.Penelitian ini 
termasuk dalam penelitiann kualitatif lapangan. Teknik pengumpulan data yang digunakan yaitu: 
metode wawancara, metode observasi dan Metode dokumentasi. Teknik analisa data yang digunakan 
adalah analisis kualitatif. Proses analisa data kualitatif menurut Mathew B. Miles dan A. Michael 
Huberman (dalam Masri Singarimbun dan Sofian Efendi), melalui proses yaitu reduksi data , Display 
(penyajian data) dan verifikasi. Hasil penelitian menunjukan bahwa madrasah ibtidaiyyah miftahul janah 
memiliki mutu pendidikan yang baik yang dapat dilihat dalam menejemen sekolah dalam meningkatkan 
mutu pengguna yang terdiri dari empat aspek diantaranya; 1) Aspek Bukti Fisik (tangibles), 2) Aspek 
Rasa Empati (empathy), 3) Aspek  Kehandalan (reliability), dan Aspek  Daya Tanggap  (responsiveness). 

Kata kunci: Mutu Pendidikan, Manajemen, Peningkatan Layanan Pengguna, Madrasah Ibtidaiyah 
 

Abstract: The quality of education can be seen from the management in every institution or 
institution, especially in schools or madrasas. Departing from how the quality of education in a 
school or madrasa seen from the service users who in the future can improve the quality of 
education.This research is included in the field qualitative research. Data collection techniques 
used are: interview method, observation method and documentation method. The data analysis 
technique used is qualitative analysis. The process of qualitative data analysis according to 
Mathew B. Miles and A. Michael Huberman, through the process of data reduction, display 
(presentation of data) and verification. The results showed that madrasah ibtidayyah miftahul 
janah had a good quality of education which could be seen in school management in improving 
the quality of users which consisted of four aspects including; 1) Aspects of Physical Evidence 
(tangibles), 2) Aspects of Empathy, 3) Aspects of Reliability, and 4) Aspects of Responsiveness. 
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Introduction  
Management is defined as "the process of getting the job done"(Kae H. Chung dan Leon C. Magginson, 

2001), which thus can mean that the process of managing a job so that it is carried out as expected may also be 
applied individually. The definition which states that management is "the hearts of getting done through people 
(the art of getting things done through other people), means that efforts to complete work can only be called 
management if they include other people. Another definition states “management as the process of coordinating 
work activities so that they are completed efficiently and effectively with and through other people.(Stephen P. 
Robbins dan Timothy A. Judge, 2005) 

One of the important things in advancing educational institutions is by making improvements to their 
education management. Educational management is the process of planning, organizing, leading, controlling 
education personnel, educational resources, to achieve educational goals. (Abudi Nata, 2003) 

The development of the world of education today has brought the actors of the world of education, 
especially in Madrasah Ibtidaiyah colleges into very tight competition, Madrasah Ibtidaiyah as an institution 
providing formal education is one of the important service industries, because it does not only provide educational 
services but also has to try to meet expectations. parents or communities who send their children to school with the 
aim of developing their potential so that they can compete in gaining knowledge. Therefore, managers of 
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educational institutions must continue to strive so that the quality of educational services they manage is as 
expected by the community. 

In the preamble to the 1945 Constitution of the Republic of Indonesia, it is stated that one of the goals of the 
Republic of Indonesia is to educate the life of the nation and for that every Indonesian citizen has the right to receive 
quality education in accordance with his interests and talents regardless of social status (Suryadi, 2009) One of the 
policies in improving the quality of Indone isia's human reisourceis is through improving thei quality of eiducation. 
Eiquity and quality of eiducation will makei Indoneisian citizeins havei speicial skills (Lifei Skills) so that theiy havei the i 
ability to reicognizei and oveircomei probleims of theimseilveis and theiir einvironmeint, eincouragei thei eistablishmeint of 
a civil and modeirn socieity imbueid with reiligious valueis and statei ideiology. 

In thei fieild of eiducation, Indoneisia curreintly faceis at leiast threiei seirious probleims. First, thei moral crisis 
that is so teirriblei in socieity. Seicond, thei leiarning systeim is not so adeiquatei in schools. Third, thei quality of eiducation 
is still low, eispeicially at thei eileimeintary and seicondary leiveils.(Sindhunata (Eid), 2000)  

Howeiveir, thei goveirnmeint and various groups havei beiein and arei continuously trying to improvei thei 
quality of eiducation, among otheirs through thei deiveilopmeint and improveimeint of thei curriculum and eivaluation 
systeim, improveimeint of eiducational infrastructurei, deiveilopmeint and procureimeint of books and leiarning tools, 
training and improveimeint of thei quality of teiacheirs and otheir eiducation peirsonneil, and improveimeint of school 
manageimeint. Although theisei things havei beiein donei, theiy havei not beiein ablei to show significant quality 
improveimeints, eispeicially schools in rural or undeirdeiveilopeid areias. Wei must admit that thei quality of eiducation 
in our country is still low. Thei quality of our eiducation is still beilow thei aveiragei of otheir deiveiloping countrieis. 

Thei reisults of thei 1997-2007 World Compeititiveineiss Yeiar Book surveiy showeid that of thei 47 countrieis 
surveiyeid, in 1997 Indoneisia was rankeid 39th, in 1999, it was 46th. In 2002, out of 49 countrieis surveiyeid, Indoneisia 
was rankeid 47th. , and in 2007 out of 55 countrieis surveiyeid, Indoneisia was in thei 53rd position. According to a 
global monitoring reiport issueid by thei Uniteid Nations ageincy, UNEiSCO, in 2005 Indoneisia's position was rankeid 
10th out of 14 deiveiloping countrieis in thei Asia Pacific. In addition, according to a reiport by thei Uniteid Nations 
Deiveilopmeint Program (UNDP), thei quality of Indoneisian human reisourceis ranks 109 out of 177 countrieis in thei 
world. Meianwhilei, according to Thei Political and Eiconomic Risk Consultancy (PE iRC), which is a consulting ageincy 
from Hong Kong, thei quality of eiducation in Indoneisia is veiry low. Among thei 12 Asian countrieis studieid, 
Indone isia is onei leiveil beilow Vieitnam.(Nasanius,Y, http://www.suarapeimbaharuan.com , 2022) 

Quality is a dynamic condition that affeicts products, seirviceis, peioplei, proceisseis and thei einvironmeint that 
meieit or eixceieid eixpeictations.(Tjiptono, F, 2003). Whilei thei deifinition of seirvicei is any action or activity that can bei 
offeireid by onei party to anotheir party.( Kotleir, P, 2002) Seirvicei is thei beihavior of produceirs in ordeir to meieit thei 
neieids and deisireis of consumeirs in ordeir to achieivei satisfaction for thei consumeirs theimseilveis. Such beihavior can 
occur during, beiforei and afteir thei transaction. From this undeirstanding thei quality of seirvicei can bei inteirpreiteid as 
an action to fulfill thei neieids and deisireis of consumeirs and thei accuracy of deiliveiring someithing that consumeirs 
want. 

Theirei arei at leiast threiei factors that causei thei quality of eiducation to not increiasei eiveinly. Theisei factors arei: 
First, national eiducation policieis and imple imeintations that still usei thei eiducation production function or input-
output analysis approach arei leiss than optimal, beicausei so far in applying thei approach it is not einough. pay 
atteintion to thei eiducational proceiss. Many peioplei assumei that schools with good inputs will producei good outputs. 
In fact, thei eiducational proceiss will deiteirminei thei output of eiducation. 

Seicond, thei impleimeintation of national eiducation is carrieid out in a bureiaucratic-ceintralistic manneir so 
that placing schools as eiducation provideirs is veiry deipeindeint on ceintral bureiaucratic deicisions, which someitimeis 
arei not in accordancei with local school conditions. Schools losei indeipe indeincei, fleixibility, motivation, 
creiativity/initiativei to advancei and deiveilop theiir institutions, including improving school quality. 

Third, thei lack of participation of school reisideints (teiacheirs) and community meimbeirs (pareints of studeints) 
in providing eiducation today. Teiacheir participation in deicision-making is oftein ignoreid, eivein though wheitheir or 
not changeis occur in schools is highly deipeindeint on teiacheirs. Community participation today is geineirally still 
limiteid to financial support, whilei otheir supports in thei form of morals, thoughts, goods and seirviceis arei not givein 
much atteintion. School accountability to thei community is also weiak, eispeicially to account for thei reisults of thei 
impleimeintation of eiducation to thei community (pareints) as stakeiholdeirs.(Deiparteimein Peindidikan Nasional)  

To creiatei a quality eiducational institution as eixpeicteid by many peioplei or thei community is not only thei 
reisponsibility of thei school, but is thei reisponsibility of all partieis including pareints and thei busineiss world as 
inteirnal and eixteirnal customeirs of an eiducational institution. Arcaro S. Jeiromei in Ary Bogdan, RC and Bihlein, said 
that theirei arei fivei characteiristics of a quality school, nameily: 1) Focus on customeirs. 2) total eingageimeint. 3) 
meiasureimeint. 4) commitmeint. 5) continuous improveimeint.(Ary bogdan, RC And Bihlein , 1982) 

In thei geineiral frameiwork, quality implieis thei deigreiei (leiveil) of supeiriority of a product (work/eiffort) in thei 
form of goods or seirviceis; both tangiblei and intangiblei. In thei conteixt of eiducation thei notion of quality, in this casei 
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reifeirs to thei eiducational proceiss and eiducational outcomeis. In a quality "eiducational proceiss" various inputs arei 
involveid, such as; teiaching mateirials (cognitivei, affeictivei, or psychomotor), meithodology (varieis according to the i 
ability of teiacheirs), school facilitieis, administrativei support and infrastructure i and otheir reisourceis as weill as 
creiating a conducivei atmospheirei. School manageimeint, class support functions to synchronizei theisei various inputs 
or syneirgizei all componeints in teiaching and leiarning inteiractions (proceisseis) both beitweiein teiacheirs, studeints and 
supporting facilitieis in thei classroom and outsidei thei classroom; both curricular and eixtra-curricular conteixts, both 
in thei scopei of acadeimic and non-acadeimic substanceis in an atmospheirei that supports thei leiarning proceiss.  

Quality in thei conteixt of "eiducational outcomeis" reifeirs to thei achieiveimeints achieiveid by schools at any 
givein timei. Achieiveimeints achieiveid or eiducational outcomeis (studeint achieiveime int) can bei in thei form of acadeimic 
ability teist reisults. It can also bei achieiveimeints in otheir fieilds such as achieiveimeints in a sport, art or ceirtain 
additional skills, for eixamplei: computeirs, various typeis of teichniqueis, seirviceis. Eivein school achieiveimeints can bei 
in thei form of conditions that cannot bei he ild (intangiblei) such as an atmospheirei of disciplinei, intimacy, mutual 
reispeict, cleianlineiss, and so on. 

School organizations as institutions that providei eiducational and leiarning proceisseis and arei provideid to 
thei community, neieid good and quality seirviceis if theiy want theiir institutions to bei of inteireist to thei public. Beicausei 
without good seirvicei, eispeicially from thei reisults of thei eiducational proceiss, thei community will not pay atteintion 
to thei institution/school. 

Thus, eiducational institutions/schools must bei ablei to providei seirvicei satisfaction to thei community with 
various seirvicei activitieis theiy havei. Usman stateid that thei quality in thei fieild of eiducation includeis thei quality of 
inputs, proceisseis, outputs, and outcomeis. Eiducational inputs arei deiclareid qualifieid if theiy arei ablei to creiatei a 
PAKEiMB atmospheirei (Activei, Creiativei, Fun, and Meianingful Leiarning). Thei output is deiclareid qualifieid if thei 
studeint's acadeimic and non-acadeimic leiarning outcomeis arei high. Outcomeis arei deiclareid qualifieid if graduateis 
arei quickly absorbeid in thei world of work, salarieis arei reiasonablei, all partieis reicognizei thei greiatneiss of graduateis 
and arei satisfieid.( Usman Nasir , 1998) 

Eiducational input is eiveirything that must bei availablei beicausei it is neie ideid for thei proceiss to takei placei. 
Eiveirything that is meiant includeis reisourceis and softwarei as weill as eixpeictations as a guidei for thei ongoing proceiss. 
Input reisourceis includei human reisourceis (principals, teiacheirs-including BP-teiacheir, eimployeieis, studeints) and thei 
reist (eiquipmeint, eiquipmeint, moneiy, mateirials,). softwarei input includeis thei school's organizational structurei, 
leigislation, job deiscriptions, plans, programs, and so on. Input eixpeictations in thei form of vision, mission, goals, 
and targeits to bei achieiveid by thei school. Reiadineiss of input is neieideid so that thei proceiss can takei placei propeirly. 
theireiforei thei high and low quality of thei input can bei meiasureid from thei leiveil of reiadineiss of thei input. Thei higheir 
thei leive il of reiadineiss of thei input, thei highe ir thei quality of thei input.(Rohiat, 2009).  

As an eiffort to reializei beitteir eiducational seirviceis, eiveiry institution or eiducational institution that has 
reiceiive id a good reiputation asseissmeint from thei community is eixpeicteid to maintain this creidibility through 
continuous eifforts to maintain thei quality peirformancei of eiducational seirviceis.   

 
Methode 

Thei typei of reiseiarch useid is fieild reiseiarch, which is carrieid out in thei re ial lifei sceinei (Karsono, 1996). This 
reiseiarch is a qualitativei reiseiarch. Meithodologically, it is known that qualitativei reiseiarch is rooteid in a natural 
background as a wholei, reilieis on humans as reiseiarch tools, utilizeis qualitativei data analytical meithods inductiveily, 
direicts reiseiarch objeictiveis to eifforts to find theiorieis, prioritizeis proceisseis ratheir than reisults, seileicts a seit of criteiria 
to write i data validity. , thei reiseiarch deisign is teimporary and thei reiseiarch reisults arei agreieid upon by thei reiseiarch 
subjeicts (Moleiong, 2002). 

Thei data colleiction teichniqueis useid arei: inteirvieiw meithod, obseirvation meithod and documeintation 
meithod (Sugiyono, 2013). Thei data analysis teichniquei useid is qualitativei analysis. Thei proceiss of analyzing 
qualitativei data according to Matheiw B. Mileis and A. Michaeil Hubeirman (in Masri Singarimbun and Sofian Eifeindi), 
through thei proceiss of data reiduction, display (preiseinting data) and veirification (drawing conclusions) (Masri 
Singarimbun, 1989). 

  
Findings and Discussion 
Thei conceipt of quality eiducation is thei focus of asseissmeint that reifleicts consume ir peirceiptions of thei fivei physical 
dimeinsions and seirvicei peirformancei. Theirei arei fivei dimeinsions useid to meiasure i seirvicei quality, nameily: 
1. Tangibleis, reilating to thei physical appeiarancei of seirvicei facilitieis, eiquipmeint/eiquipmeint, human reisourceis, 

and ageincy communication mateirials. 
2. Eimpathy, meians that thei institution undeirstands thei probleims of its customeirs and acts in thei inteireists of 

customeirs, and giveis peirsonal atteintion to customeirs and has comfortablei opeirating hours. 
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3. Reiliability, reilateid to thei ability of thei institution to deiliveir thei promiseid seirvicei accurateily from thei first timei. 
4. Reisponsiveineiss, with reigard to thei willingneiss and ability of seirvicei provideirs to heilp customeirs and reispond 

to theiir reiqueists immeidiateily. 
5. Assurancei, reilating to thei knowleidgei and courteisy of eimployeieis as weill as theiir ability to fosteir confideincei and 

customeir confideincei.( Fandy Tjiptono & Greigorius Chandra, 2012) 
 
In Thei Inteirnational Eincyclopeidia of Eiducation it is stateid: In thei narrow seinsei, Eiducational quality 

eiquateid with school outcomeis, vanaus school inputs, arei eixamineid to deiteirminei thei eiffeict on studeint 
achieive imeint”(Eidwar Sallis, 2010) “…. Quality in eiducation is an eivaluation of thei proceiss of eiducating which 
einhanceis thei neieid to achieivei and at thei somei timei meieits thei accountability standards seit by thei clieint who pays 
for thei proceiss or outputs from thei proceiss of eiducating”(Charleis Hoy, dkk, 2011)  In geineiral, quality is thei oveirall 
deiscription and characteiristics of goods or seirviceis that indicatei theiir ability to satisfy thei eixpeicteid or implieid 
neieids. In thei conteixt of eiducation, thei notion of quality includeis eiducational inputs, proceisseis, and outputs. 

Eiducational input is eiveirything that must bei availablei beicausei it is neie ideid for thei proceiss to takei placei. 
Someithing that is meiant in thei form of reisourceis and softwarei as weill as eixpeictations as a guidei for thei ongoing 
proceiss. Input reisourceis includei human reisourceis and thei reist of thei reisourceis Softwarei input includeis thei 
organizational structurei of thei madrasa, laws and reigulations, job deiscriptions, plans, programs, eitc. Input 
eixpeictations in thei form of vision, mission, goals, and targeits to bei achieiveid by thei madrasa. Reiadineiss of input is 
neieideid so that thei proceiss can takei placei propeirly. Theireiforei, thei leiveil of input reiadineiss can bei meiasureid by thei 
leiveil of reiadineiss of thei inputs. Thei higheir thei leiveil of reiadineiss of thei inputs, thei higheir thei quality of thei inputs. 

Thei eiducational proceiss is thei changing of someithing into someithing eilsei. Someithing that affeicts thei 
ongoing proceiss is calleid input, whilei someithing that reisults from thei proceiss is calleid output. In micro-scalei 
eiducation (madrasah leiveil), thei proceiss in queistion is thei deicision-making proceiss, institutional manageimeint 
proceiss, program manageimeint proceiss, teiaching and leiarning proceiss, and monitoring and eivaluation proceiss, 
with a notei that thei teiaching and leiarning proceiss has thei higheist leiveil of importancei compareid to otheir proceisseis. 
otheir.  

Thei proceiss is said to bei of high quality if thei coordination and harmonization and inteigration of madrasa 
inputs arei carrieid out in harmony, so as to bei ablei to creiatei a pleiasant leiarning situation (einjoyablei leiarning), ablei 
to eincouragei motivation and inteireist in leiarning, and truly ablei to eimpoweir studeints. Thei word eimpoweir meians 
that studeints do not just masteir thei knowleidgei taught by thei teiacheir, but that knowleidgei has also beicomei a chargei 
of thei conscieincei of studeints, inteirnalizeid, practiceid in eiveiryday lifei, and morei importantly, theisei studeints arei ablei 
to leiarn continuously.  

Thei output of eiducation is thei school's peirformancei. School peirformancei is thei school's achieiveimeint 
reisulting from thei school's proceiss/beihavior. School peirformancei can bei meiasureid by its quality, eiffeictiveineiss, 
productivity, eifficieincy, innovation, quality of work lifei, and work moralei. Spe icifically reilateid to thei quality of 
school output, it can bei eixplaineid that school output is said to bei of high quality/quality if school achieiveimeint, 
eispeicially studeint leiarning achieiveimeint, shows high achieiveimeint in: “(1) acadeimic achieiveimeint, in thei form of 
geineiral teist scoreis, scieintific works, acadeimic compeititions ; and (2) non-acadeimic achieiveimeints, such as IMTAQ, 
honeisty, deiceincy, sports, arts, vocational skills, and otheir eixtracurricular activitieis. Thei quality of madrasas is 
influeinceid by many stageis of inteirreilateid activitieis (proceisseis) such as planning, impleimeintation, and 
supeirvision.(Artikeil Peindidikan, www.dikdasmein.deipdiknas.go.id) 

Beitweiein thei proceiss and thei reisults of quality eiducation arei inteirconneicteid. Howeiveir, so that a good 
proceiss is not misguideid, thei quality in teirms of reisults (output) must bei formulateid in advancei by thei school, and 
thei targeits to bei achieiveid must bei cleiar for eiach yeiar or otheir timei peiriod. Various inputs and proceisseis must 
always reifeir to thei quality-reisults (outputs) to bei achieiveid. In otheir words, thei reisponsibility of schools in school-
baseid quality improveimeint is not only on thei proceiss, but thei final reisponsibility is on thei reisults achieiveid. 

According to Crosby, quality is conformancei to reiquireimeints, that is, according to what is reiquireid or 
standardizeid. A product has quality if it is in accordancei with preideiteirmineid standards, theisei quality standards 
includei raw mateirials, production proceisseis, and finisheid products. . 

Quality is conformity to markeit or consumeir neieids. Quality is a dynamic condition reilateid to products, 
workforcei, proceisseis and tasks and thei einvironmeint that meieit or eixceieid custome ir eixpeictations. With theisei quality 
changeis, it is neiceissary to increiasei or changei thei skills of thei workforcei, production proceisseis and tasks, as weill as 
changeis to thei company's einvironmeint so that products can meieit and eixceieid consumeir eixpeictations.  

In Zamroni's vieiw it is said that improving thei quality of schools is a systeimatic proceiss that continuously 
improveis thei quality of thei teiaching and leiarning proceiss and thei factors reilateid to it, with thei aim that thei school's 
targeits can bei achieiveid morei eiffeictiveily and eifficieintly.(Zamroni , 2007) 
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1. Quality of Education Services Aspects of Physical Evidence (tangibles) at Madrasah Ibtidaiyyah Miftahul 
Jannah Sekampung, East Lampung   

Madrasah Ibtidaiyyah Miftahul Jannah Seikampung, Eiast Lampung in providing seirviceis must preiseint 
seirviceis in thei form of physical eivideince i or tangibleis propeirly as eixpeicteid by pareints of studeints. Thei forms of 
seirvicei quality provision in thei form of physical eivideincei provideid by Madrasah Ibtidaiyyah Miftahul Jannah 
Seikampung, Eiast Lampung, arei opeirationally reifleicteid in thei compleiteineiss of studeint facilitieis, cleianlineiss and 
comfort of thei einvironmeint, compleiteine iss of eiquipmeint in thei teiaching and leiarning proceiss, and neiatneiss of 
building arrangeimeint. 

This shows that theirei is adeiquatei seirvicei quality in improving seirvicei quality. As it is undeirstood that 
seirvicei quality is a form of actual physical actualization that can bei seiein or useid by eimployeieis in accordancei 
with theiir usei and utilization which can bei feilt to heilp seirviceis reiceiiveid by peioplei who want seirviceis, so theiy 
arei satisfieid with thei peirceiiveid seirvicei, which at thei samei timei shows work peirformancei for thei provision of 
seirviceis. seirviceis provideid.  

This is in accordancei with thei ideintification of thei quality of physical seirviceis (tangiblei) which can bei 
reifleicteid in thei application of thei work einvironmeint in thei form of: 1) Ability to deimonstratei seirvicei 
peirformancei in using work tools and eiquipmeint eifficieintly and eiffeictiveily. 2) Ability to deimonstratei masteiry 
of teichnology in various data acceiss and work automation inveintorieis in accordancei with thei dynamics and 
deiveilopmeints of thei world of work theiy facei. 3) Ability to show seilf-inteigrity in accordancei with appeiarancei 
that shows skills, authority and work deidication.( Margareitha, 2003) 

Thei form of physical seirviceis inteindeid in eiducational institutions is usually in thei form of how to 
maximizei conditions, facilitieis, capabilitieis, and otheir deiviceis so that theiy can producei a form of reiciprocity 
that is weill feilt by both companieis and consumeirs beicausei peioplei who seiei thei seirviceis shown by thei company 
can bei asseisseid direictly how thei company's peirformancei and ultimateily geit feieidback direictly by consumeirs. 

This is in accordancei with thei word of Allah SWT in thei leitteir An Nissa 'veirsei 86 " 
َ كَانَ عَلٰى كُل ِ شَيْءٍ حَسِيْ   باًوَاذِاَ حُي يِْتمُْ بِتحَِيَّةٍ فحََيُّوْا باِحَْسَنَ مِنْهَآ اوَْ رُدُّوْهَا ۗ اِنَّ اللّٰه  

Meianing: If you are honored with something of respect, then repay that honor with something better than it, or 
repay that honor (with something similar). Verily, Allah takes all things into account. 

 
From thei veirsei abovei, it can bei seiein that Allah teiacheis us to keieip the i trust that someionei has givein us. 

Trust is important in social reilationships, with trust beitweiein onei anotheir, eispeicially in a reilationship beitweiein 
eimployeieis and customeirs, it will incre iasei confideincei and comfort in conducting transactions. Thus, eivein 
though thei work of eimployeieis in providing thei beist seirvicei is not direictly supeirviseid by theiir supeiriors, 
eimployeieis still work as weill as possiblei to meieit thei eixpeictations of theiir customeirs and maintain theiir trust. 

Whein providing seirviceis to customeirs, thei attitudei of seirvicei and humility inheireint in an eimployeie i 
with good communication skills is an eiffort to win thei heiarts of customeirs by paying atteintion, communicating 
politeily, frieindly and smiling so as to makei customeirs happy. Thein beisideis that, good communication will 
makei it eiasieir for eimployeieis to eixplain information to eimployeieis. 

 

2. Quality of Education Services Aspects of Empathy at Madrasah Ibtidaiyyah Miftahul Jannah Sekampung, 
East Lampung   

Opeirationally, thei manageimeint of Madrasah Ibtidaiyyah Miftahul Jannah Seikampung, Eiast Lampung 
has so far deiveilopeid an eimpathy aimeid at making it eiasy to meieit teiacheirs both at school and at homei, 
undeirstanding and undeirstanding thei teiacheir towards studeint neieids such as tutoring and peirsonal atteintion, 
atte intion teiacheirs to studeints, good and frieindly communication from teiacheirs and eimployeieis in seirving. 

Eimpathy in providing seirviceis to studeints is shown by thei data that thei quality baseid on eimpathy is 
in linei with thei eixpeictations of pareints. Eimpathy in thei quality dimeinsion neieids to bei improveid again in 
increiasing satisfaction. In reilation to consumeir satisfaction, eimpathy is veiry influeintial on thei satisfaction of 
pareints with thei seirviceis provideid. Eimpathy in seirvicei quality is an aspeict of seiriousneiss, coaching, counseiling 
and providing an imagei of thei seirvicei markeiting deiveilopmeint patteirn that must bei meit in ordeir to havei an 
impact on customeir satisfaction. 

In geineiral, all satisfaction indicators arei consideireid satisfactory and good. This shows that beitweiein 
studeints and officeirs theirei has beiein a good communication reilationship and undeirstanding of neieids. Seirvice i 
(seirvicei) whein thei seirvicei provideir provideis seirviceis to its customeirs (customeirs) will causei a reisponsei 
(feie idback). Thei reisponsei can bei in thei form of thei reicipieint's reiaction to thei meissagei that is seint and raiseis the i 
ove irall knowleidgei, attitudei, and beihavior of thei reicipieint. 

Likeiwisei with seirviceis, if thei company as a sourcei (communicator) provideis seirviceis both through 
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me issageis and actions to seirvicei useirs (communicants/reicipieints) it will eiveintually bring up morei feieidback 
(reisponseis) to thei sourcei (communicator). Good seirvicei deifiniteily produceis positivei feieidback, and vicei veirsa. 
For this reiason, it is neiceissary to havei a higheir officeir commitmeint to thei suitability of thei promisei with the i 
seirviceis provideid. 

Eiveiry seirvicei activity or activity reiquireis an undeirstanding and undeirstanding in thei shareid 
assumptions or inteireists of a matteir reilateid to thei seirvicei. Thei seirvicei will run smoothly and with quality if 
eive iry party with an inteireist in thei seirvicei has a seinsei of eimpathy (eimpathy) in compleiting or managing or has 
the i samei commitmeint to thei seirvicei. 

Eimpathy in a seirvicei is thei preiseincei of a conceirn, seiriousneiss, sympathy, undeirstanding and 
involveimeint of partieis with an inteireist in thei seirvicei to deiveilop and carry out seirvicei activitieis according to 
the i leiveil of undeirstanding and undeirstanding of eiach party. Thei party providing thei seirvicei must havei 
eimpathy to undeirstand thei probleim of thei party who wants to bei seirveid. Thei party beiing seirveid should 
undeirstand thei limitations and abilitieis of thei peirson seirving, so that thei inteigration beitweiein thei party seirving 
and reiceiiving thei seirvicei has thei samei fe ieiling. 

Eiveiry form of seirvicei provideid to thei peioplei beiing seirveid reiquireis e impathy for thei various probleims 
faceid by peioplei who neieid seirviceis. Partieis who want seirviceis neieid a seinsei of conceirn for all forms of seirvicei 
manageimeint, by feieiling and undeirstanding thei neieid for fast seirvicei deimands, undeirstanding various forms of 
seirvicei changeis that causei complaints from thei form of seirviceis that must bei avoideid, so that thei seirvicei runs 
according to thei deisireid activity. by thei seirvicei provideir and who reiquirei the i seirvicei. 

It meians that eimpathy in a work organization beicomeis veiry important in providing a quality seirvicei 
according to thei work peirformancei shown by an eimployeiei. Eimpathy has a corei, nameily beiing ablei to 
undeirstand thei peioplei beiing seirveid with full atteintion, seiriousneiss, sympathy, undeirstanding and 
involveimeint in various probleims faceid by thei peioplei beiing seirveid. A form of seirvicei quality from thei eimpathy 
of seirvicei provideirs to thosei who reiceiivei seirviceis must bei reializeid in fivei things, nameily:  
1) Ablei to pay atteintion to thei various forms of seirviceis provideid, so that thosei seirveid feieil important. 
2) Ablei to givei seiriousneiss to thei work activitieis of thei seirviceis provideid, so that thosei seirveid havei thei 

impreission that thei seirvicei provideir reisponds to thei deisireid seirvicei. 
3) Ablei to show sympathy for thei seirviceis provideid, so that thosei seirveid feieil theiy havei authority oveir the i 

seirviceis provideid. 
4) Ablei to show a deieip undeirstanding of thei various things eixpreisseid, so that thosei seirveid arei reilieiveid in the i 

facei of peirceiiveid forms of seirvicei. 
5) Ablei to show involveimeint in providing seirviceis for various things that arei donei, so that thosei who arei 

seirveid will bei heilpeid to facei various forms of seirvicei difficultieis. 
In accordancei with thei reisults of thei study, thei form of eimpathy givein by thei Madrasah Ibtidaiyyah 

Miftahul Jannah Seikampung, Eiast Lampung is thei school's conceirn for its studeints. As stateid in thei reiseiarch 
findings, studeints who havei deificieincie is in absorbing subjeict matteir so that theiy lag beihind theiir classmateis 
arei reiquireid to takei additional leissons at school afteir study hours arei oveir. In addition, thei teiacheir also pays 
atte intion to studeints who havei leiarning disciplinei probleims. 

In addition to paying atteintion to thei probleims eixpeirieinceid by studeints, thei Madrasah Ibtidaiyyah 
Miftahul Jannah Seikampung, Eiast Lampung also trieis to pay atteintion to thei limitations of pareints in reiceiiving 
information. Thei school inviteis guardians of studeints if theirei is information that must bei submitteid reigarding 
scholarship assistancei for undeirprivileigeid studeints, for outstanding studeints and otheirs. 

 
 

3. Quality of Educational Services Aspects of Reliability at Madrasah Ibtidaiyah Miftahul Jannah Sekampung, 
East Lampung  

Thei reiliability dimeinsion in thei Seirvicei Quality indicator is important and vital for companieis in 
showing theiir peirformancei beicausei reiliability is a form of hallmark or characteiristic of eimployeieis who havei 
high work peirformancei. Many companieis arei compeiting to improvei thei reiliability dimeinsion in theiir 
peirformancei. 

Thei reiliability in queistion can includei how thei quality of eimployeie i peirformancei, reiliability in using 
the iir skills whein seirving consumeirs, and so on. Similarly, whein Zoeildhan said that reiliability is a form of 
hallmark or characteiristic of eimployeieis who havei high work peirformancei. Reiliability in seirvicei deiliveiry can 
bei seiein from thei reiliability of providing seirviceis in accordancei with the i leiveil of knowleidgei posseisseid, 
reiliability in skillfully masteiring thei fieild of work applieid according to thei skills theiy havei, reiliability in 
masteiring thei fieild of work according to thei deimonstrateid work eixpeirieincei and reiliability using eixisting work 
teichnology.( Zoeildhan Radein, 2017) 
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As for thei aspeicts of reiliability givein to studeints, including thei profe issionalism of teiacheirs in 
eivaluating thei leiarning proceiss such as gradeis and reiturning thei reisults of answeir sheieits, timeilineiss in work 
disciplinei, teiacheir reiadineiss in thei leiarning proceiss and otheir supporting factors that can providei maximum 
seirvicei in reilation to accuracy and reiliability. in leiarning activitieis. 

This is in accordancei with thei reiliability of an individual organization in providing seirviceis that arei 
veiry neiceissary to deial with thei dynamics of work that continueis to roll deimanding high seirvicei quality 
according to thei individual reiliability of eimployeieis and can bei seiein from: 1) Reiliability in providing seirviceis 
that arei in accordancei with thei leiveil of knowleidgei that is in accordancei with job deiscription. 2) Reiliability in 
providing skilleid seirviceis that arei in accordancei with thei leiveil of work skills theiy havei in carrying out eifficieint 
and eiffeictivei seirvicei activitieis. 3) Reiliability in providing seirviceis that arei in accordancei with theiir work 
eixpeirieincei, so that masteiry of job deiscriptions can bei donei quickly, preiciseily, eiasily and with quality according 
to theiir eixpeirieincei. 4) Reiliability in applying masteiry of teichnology to obtain accuratei and satisfactory seirviceis 
according to thei output reisults of thei usei of teichnology shown. Thei eisseincei of reiliability or reiliability baseid on 
the i deiscription of thei theiory abovei is a form of seirvicei quality from reiliability in an organization that can be i 
shown by thei reiliability of seirvicei provideirs in accordancei with thei characteiristics of thei eimployeiei, in 
accordancei with thei eixisteincei of thei organization so that it affeicts the i form of seirvicei quality of thei 
company.(Usman Sunyoto, 2004)  

 Thei attitudei of thei reiliability of eiducational seirviceis provideid by the i teiacheir to studeints is reifleicteid in 
the i teiaching and leiarning proceiss which is carrieid out with full profeissionalism. Teiacheir profeissionalism can 
me ian a profeissional teiacheir, nameily a teiacheir who is ablei to plan teiaching and leiarning programs, impleimeint 
and leiad thei teiaching and leiarning proceiss, asseiss thei progreiss of thei teiaching and leiarning proceiss and utilizei 
the i reisults of thei asseissmeint of teiaching and leiarning progreiss and otheir information in improving thei teiaching 
and leiarning proceiss.  

Rasulullah shalallohu 'alayhi wa salalm said in a hadith narrateid by Imam Thabrani. 
 إِنَّ اللهَ يحُِبُّ إذِاَ عَمِلَ أحََدكُُمُ العمََلَ أنَْ يتُقِْنهَُ 

Meianing: "Indeed, Allah really loves people who when doing a job, it is done in Itqan (precise, directed, clear and 
complete)." (HR. Tabrani)( Al-Thabrani , 2005) 

 
Indeieid, Allah loveis peioplei who whein doing a job is donei "preiciseily, direicteid and compleitei". A job if 

donei reigularly and direicteid, thein thei reisults will also bei good. This is thei reiason why thei job must bei donei by 
the i right peirson. On thei otheir hand, if a job is handeid oveir to someionei who is not an eixpeirt, it will havei a bad 
impact not only on thei peirpeitrator but also on thei einvironmeint. In accordancei with thei principlei of public 
seirvicei, nameily cleiar and wholei-heiarteid seirvicei in accordancei with Kmeinpan No. 63 of 2003, that authorizeid 
officeirs arei reisponsiblei for providing seirviceis and reisolving complaints and probleims in thei impleimeintation 
of public seirviceis.  

 

4. Quality of Educational Services Aspects of Responsiveness, at Madrasah Ibtidaiyyah Miftahul Jannah 
Sekampung, East Lampung   

Studeints of Madrasah Ibtidaiyyah Miftahul Jannah Seikampung, Eiast Lampung ceirtainly eixpeict 
reisponsiveineiss to thei quality of seirviceis provideid. Thei reisponsiveineiss shown to studeints and thei community 
can bei seiein in, among otheirs, thei reisponsiveineiss and speieid of reisponsei from teiacheirs and eimployeieis to studeint 
probleims, thei reiadineiss and willingneiss of teiacheirs and eimployeieis to heilp studeints in neieid, thei willingneiss of 
teiacheirs and eimployeieis to listein to suggeistions and complaints from studeints such as providing suggeistion 
box, clarity of deiliveiry information. 

Thei reisponsiveineiss shown in thei acadeimic seirviceis of Madrasah Ibtidaiyyah Miftahul Jannah 
Seikampung, Eiast Lampung shows that thei leiveil of reisponsiveineiss at Madrasah Ibtidayyah Miftahul Jannah 
Seikampung, Eiast Lampung is veiry good, wheirei thei principal stateid that thei reisponsiveineiss in providing 
seirviceis was veiry appropriatei and thei quality of seirvicei in this fieild was neiceissary. maintaineid and furtheir 
improveid. 

Thei reisponsiveineiss of eiducation seirviceis at Madrasah Ibtidaiyyah Miftahul Jannah Seikampung, Eiast 
Lampung is applieid in reisponding to eiveiry input, criticism and suggeistions givein by thei studeint's guardian. 
Seirvicei accuracy and timei eifficieincy in providing information seirviceis neieideid by pareints and thei surrounding 
community. 

In reilation to customeir satisfaction, reisponsiveineiss is veiry important in influeincing thei leiveil of 
customeir satisfaction. A seirvicei markeiting involveis a lot of reisponsiveineiss in providing a satisfactory seirvicei 
for consumeirs. Thei concreitei form of reisponsiveineiss that can bei shown by seirvicei provideirs to consumeirs is the i 
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occurreincei of reiciprocal reisponseis in ordeir to givei eiach otheir positivei feieidback for thei proceiss of providing 
the i main quality of seirvicei beitweiein thei Madrasah Ibtidaiyyah Miftahul Jannah Seikampung, Eiast Lampung and 
studeints. 

An organization is veiry awarei of thei importancei of seirvicei quality reisponsiveineiss to thei seirviceis 
provideid. Eiveiryonei who geits seirviceis reially neieids an eixplanation of thei seirviceis provideid so that thei seirviceis 
arei cleiar and undeirstandablei. To reializei and reializei this, thei quality of reisponsiveineiss seirviceis has an important 
rolei in fulfilling various eixplanations in seirvicei activitieis to thei community. If thei reisponsiveineiss seirvicei is weill 
provideid with thoughtful eixplanations, deitaileid eixplanations, constructivei eixplanations, direictivei and 
peirsuasivei eixplanations, if this is cleiarly undeirstood by thei individual reiceiiving thei seirvicei, thein the i 
reisponsiveineiss seirvicei is immeidiateily consideireid succeissful, and This is a form of succeissful work 
peirformancei. Reisponsiveineiss seirvicei quality is a form of seirvicei in providing eixplanations, so that peioplei who 
arei givein reisponsivei seirviceis and reispond to seirviceis reiceiiveid, so that thei eileimeints of reisponsiveineiss seirvicei 
quality arei neieideid as follows:  
a. Providei a wisei eixplanation in accordancei with thei forms of seirviceis it faceis. This wisei eixplanation leiads 

individuals who reiceiivei seirviceis to bei ablei to undeirstand and agreiei to all forms of seirviceis reiceiiveid. 
b. Providei a deitaileid eixplanation in thei form of a substantivei eixplanation of thei seirvicei probleims 

eincounteireid, which arei cleiar, transpareint, concisei and accountablei. 
c. Providei guidancei on forms of seirviceis that arei consideireid still lacking or not in accordancei with thei teirms 

or seirvicei proceidureis shown. 
d. Direicting eiveiry form of seirvicei from thei individual seirveid to preiparei, impleimeint and follow various 

seirvicei provisions that must bei meit. 
e. Peirsuadei thei peirson beiing seirveid whein facing a probleim that is consideireid contradictory, contradictory 

or not in accordancei with thei applicablei proceidureis and provisions.  
Thei deiscriptions of thei findings abovei beicomei an inteirpreitation that is wideily deiveilopeid in a work organization 
that provideis quality seirviceis in accordancei with thei reisponsiveineiss of thei various seirviceis shown. Thei eisseincei of 
reisponsiveineiss seirviceis in an organization in thei form of providing various eixplanations wiseily, in deitail, fosteiring, 
direicting and peirsuading. If this can bei impleimeinteid propeirly, by itseilf thei quality of reisponsiveineiss seirviceis will 
bei a reifleiction of thei eimployeiei's work peirformancei shown in theiir seirviceis. 
 
Conclusion 

To creiatei a quality eiducational institution as eixpeicteid by many peioplei or thei community is not only thei 
reisponsibility of thei school, but is thei reisponsibility of all partieis including pareints and thei busineiss world as 
inteirnal and eixteirnal customeirs of an eiducational institution. Thus, eiducational institutions/schools must bei ablei 
to providei seirvicei satisfaction to thei community with various seirvicei activitieis theiy havei. Usman stateid that thei 
quality in thei fieild of eiducation includeis thei quality of inputs, proceisseis, outputs, and outcomeis. As an eiffort to 
reializei beitteir eiducation seirviceis, eiveiry institution or eiducational institution that has reiceiiveid a good reiputation 
asseissmeint from thei community is eixpeicteid to maintain this creidibility through continuous eifforts to maintain thei 
peirformancei of thei quality of eiducation seirviceis. As is thei casei with madrasah ibtidaiyyah miftahul janah which 
has good quality eiducation which can bei seiein in school manageimeint in improving thei quality of useirs which 
consists of four aspeicts including; 1) Aspeicts of Physical Eivideincei (tangibleis), 2) Aspeicts of Eimpathy (eimpathy), 3) 
Aspeicts of Reiliability (reiliability), and Aspeicts of Reisponsiveineiss (reisponsiveineiss). With quality manageimeint 
carrieid out which reifeirs to thei leiveil of satisfaction of useir seirviceis, it will makei a quality institution duei to a positivei 
reisponsei from thei community and reilateid partieis. 
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