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ABSTRACT. The phenomenon faced by one of the private universities 

(PTS), nowadays are human resources for who take into part directly to the 

prospective students and their orientation for highest interests in enrolling 

state universities. The decreasing interest in private universities, among 

others, is due to the low ability of private universities to satisfy their 

customers. This causes the private universities need to adopt service 

management strategies that are used in non-education industries. The private 

university managers must start their operations with quality-oriented, so that 

they can survive or win the competition. The research aimed to know the 

contribution of education service management service through dimension of 

product/service of private university, human resources at private university, 

process of service management service to students’ satisfaction and loyalty. 

Explanantory survey enclosing path analysis and cross sectional were 

employed in the recent study. In addition, the technique for collecting the 

data was questionnaire. The students from both the faculty of teacher training 

and education from Galuh University and Siliwangi University were the 

population which contributed during research.  The results pointed out that 

the contribution received by students’ satisfaction from product/service 

university, Human Resource University, university service management 

process is 90.75% and the rest equal to 9.25% contribution from variable not 

examined. Where is the contribution of product / service of university equal 

to 38.71%, contribution of human resources equal to 27.13%, and 

contribution service process management service of university equal to 

24.91% and the rest equal to 9.25% contribution from variable not studied, so 

that all contributions accepted of students satisfaction is 100%. Meanwhile, 

the contribution of students satisfaction to students loyalty is equal to 72.25% 

and the remaining 27.75% of other variables are not studied. 

Keywords:  education management service, satisfaction and loyalty 

 

 

 

 

 

 


