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ABSTRAK

Penelitian ini bertujuan untuk menganalisis kualitas pelayanan pendidikan e-
learning menggunakan metode Servqual di SMAN 2 Komodo. Penelitian ini dilakukan
untuk mengevaluasi sejauh mana kualitas layanan e-learning mempengaruhi kepuasan
siswa dalam menggunakan platform tersebut. Metode Servqual digunakan untuk
mengukur lima dimensi kualitas layanan, yaitu tangibles, reliability, responsiveness,
assurance, dan empathy. Data penelitian diperoleh melalui penyebaran kuesioner
kepada 50 siswa SMAN 2 Komodo yang telah menggunakan layanan e-learning. Data
yang diperoleh kemudian dianalisis menggunakan teknik statistik seperti uji validitas,
reliabilitas, normalitas, uji t, uji F, dan koefisien determinasi. Hasil penelitian
menunjukkan bahwa kualitas pelayanan e-learning di SMAN 2 Komodo dinilai baik
oleh siswa dan memenuhi harapan mereka. Konten e-learning yang relevan dan
up-to-date, ketersediaan koneksi internet yang stabil, responsivitas guru dalam
menanggapi masukan siswa, keamanan informasi pengguna, serta dukungan yang
memadai menjadi faktor- faktor yang berkontribusi terhadap tingkat kepuasan siswa
terhadap layanan e- learning.

Kata kunci : Kualitas layanan, e-learning, servqual, kepuasan siswa, Sman 2komodo
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ABSTRACT

This study aims to analyze the quality of e-learning education services using the
Servqual method at SMAN 2 Komodo. This research was conducted to evaluate the
extent to which the quality of e-learning services affects student satisfaction in using
the platform. The Servqual method is used to measure the five dimensions of service
quality, namely tangibles, reliability, responsiveness, assurance, and empathy.
Research data was obtained by distributing questionnaires to 50 students of SMAN 2
Komodo who had used e-learningservices. The data obtained were then analyzed using
statistical techniques such as validity, reliability, normality tests, t tests, F tests, and
the coefficient of determination. The results of the study show that the quality of
e-learning servicesat SMAN 2 Komodo is considered good by students and meets their
expectations. Relevant and up-to-date e-learning content, availability of a stable
internet connection, teacher responsiveness in responding to student input, user
information security, and adequate support are factors that contribute to the level of
student satisfaction with e-learning services.

Keywords : Service quality, e-learning, servqual, student satisfaction, Sman 2
Komodo
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