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ABTRACT

This project has the aim to compare the students’ perception with their expectation of the
education service of the engineering faculty. This work also comparatively investigates the
perception of students who study in two deference curriculums which are the standard bachelor
curriculum and the special curriculum (three-year program) of the case study university. The
project uses SERVQUAL developed by Parasuraman et al. (1985). SERVQUAL presents
measurement of quality of the service into 5 aspects; Tangible, Empathy, Responsiveness,
Reliability and Assurance. Using questionnaires as a tool to survey opinion of the engineering
students was carried out. The respondents are 503; 324 students of the standard program and 179
students of the special program. Statistical methods, ANOVA (One-way Analysis of Variance)
and T-Test Independent, are used to analyze data. The results and suggestions of this study are
concluded. These results present the guidelines to improve and accurate many features to provide

more satisfaction for the students.

Key word : SERVQUAL Model
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