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Abstract
Every educational institution must of course have quality and qualified Human Resources
(HR). Not only the teaching staff or lecturers, but also need to be supported by competent
staff/educational staff so that the '"consumers" we serve can achieve maximum
satisfaction. In the world of higher education, the consumers referred to here can be
students, parents or other parties who collaborate with the university in question.
However, considering that almost all activities in higher education are always related to
students, the concept of excellent service must also focus on the needs of the students
themselves. This research is aimed at answering the question of how excellent service is
implemented at XYZ private university and whether the services from the university provide
satisfaction to its students. Data collection was carried out using semi-structured interviews
with 10 students who were studying in the first semester and 10 other students who had
been studying for up to 6 semesters. This classification of informants was carried out to
obtain an idea of whether there were differences between the services provided to new
students and old students. Apart from that, to see whether there have been any changes
made towards better service for students as customers. The results of this research indicate
that the A6 aspect of excellent service has not been implemented properly so that it does
not provide satisfaction to students who are customers or clients which is very important
for the sustainability of a higher education institution.
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INTRODUCTION

The increase in the number of Universities in Indonesia shows that the education
system in Indonesia is increasingly developing. This development certainly brings positive
things to society where access to higher education will become easier. According to Law
no. 20 of 2003 article 1 paragraph 1 concerning the National Education System explains that
education is a conscious and planned effort to create a learning atmosphere and learning
process so that students actively develop their potential to have religious spiritual
strength, self-control, personality, intelligence, noble character. as well as the skills
possessed by himself, society and the country. According to the Indonesian Statistics
report, in 2021 there will be 3,115 universities in Indonesia, consisting of 2,990 units being
private universities and 125 units being state universities. Handayani, Keban, & Ratminto
(2003) stated that Higher Education is an organization that involves various elements, one
of which is human resources (HR).

Because private universities still depend on students for operational costs such as
building facilities, paying lecturer honorariums, and educational development, private
universities must apply the concept of excellent service in the education sector. This is
important to maintain student trust and satisfaction with the academic services provided.
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