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Introduction

Education is a fundamental aspect of human and societal development. In this regard,
emphasize
that education serves not only to enhance individual quality of life but also as a cornerstone
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in the development of a nation. When discussing education, it is essential to recognise that
high-quality education is the key to fostering competent and innovative human resources. A
good education produces individuals who are not only skilled in their fields but also possess
critical and creative thinking abilities, which are increasingly necessary to tackle current
global challenges .

According to a report by , the education sector aims to provide
educational services that produce quality human resources capable of driving national
development, as well as generating a skilled workforce across various levels and expertise.
Given the significance of education in human and societal development, the quality of
educational services cannot be overlooked. High-quality services contribute not only to
human resource development but also play a crucial role in determining stakeholder
satisfaction . Consequently, understanding the various aspects that
shape the quality of educational services is vital for achieving better educational outcomes.
High-quality services are essential for fostering satisfaction and loyalty among parents

. In the educational context, a
high standard of service can enhance parental trust in schools, which in turn positively
influences student motivation and achievement. Schools that provide high-quality services
are likely to attract more students and build a strong reputation within the community.
Therefore, evaluating and enhancing the quality of services in public primary schools is
crucial for achieving better educational goals.

The Significance of Educational Service Quality

The quality of educational services is a key factor influencing the success of the
teaching and learning process and the development of students
Quality education not only contributes to students' academic achievements but also enhances
their social, emotional, and character dimensions alongside their academic pursuits
highlight that service quality contributes to
customer satisfaction. Good service quality can increase satisfaction among customers in
this case, students and parents thereby enhancing loyalty and trust in educational institutions.
Educational service quality also plays a significant role in creating a positive learning
environment. A supportive and high-quality environment can boost students' motivation to
learn and actively participate in school activities . Research by
indicates a significant impact of service quality on student achievement. Students who
are satisfied with the services provided by their schools tend to achieve better academic
results. Furthermore, in an era of globalisation and increasing competition, educational
institutions are required to continually enhance their service quality to meet societal
expectations. High service quality can provide a competitive advantage for schools,
attracting more students and improving the institution's reputation in the community
. Thus, it is essential for schools to actively measure and improve
the quality of the services they provide to meet the expectations of parents and students and
contribute to the advancement of education.

Limitations of Service Quality Measurement Instruments in Primary Schools

Despite the development of various instruments to measure service quality across
different sectors, there are specific limitations within the context of primary education.
Firstly, many existing instruments are not specifically designed for the primary education
environment, which may result in the omission of unique aspects relevant to the experiences
of parents and students at this level. For instance, instruments developed for other service
sectors, such as hospitality or retail, may not be directly applicable in educational contexts

. Secondly, existing instruments often do not deeply consider the
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perspectives of parents. Numerous prior studies focused the analysis of exam questions on
or the perceptions of students and teachers, frequently neglecting
the voices of parents Much previous research has focused more on the perceptions of
students or teachers
, while parental voices are frequently overlooked. However, parents
play a crucial role in assessing the quality of services their children receive, and their insights
can provide valuable information . This limitation underscores the need for
the development of more inclusive and representative instruments. Thirdly, the validity and
reliability of existing instruments are often not thoroughly tested within the primary school
context. Some instruments may have been validated at higher educational levels, but there
1s no guarantee that the results will be the same when applied in primary schools. Therefore,
it is important to conduct trials and validate instruments in this specific context (Cresswell,
2007). Fourthly, many instruments measuring service quality focus solely on certain
dimensions, such as physical facilities or reliability, without considering other important
dimensions like empathy and responsiveness. This can result in an incomplete picture of the
quality of services perceived by parents
Thus, there is an urgent need to develop more comprehenswe and relevant service
quality measurement instruments for primary schools that can encompass parental
perspectives and consider the unique characteristics of this educational environment.

The Role of Parents in Assessing School Service Quality

Parents play a crucial role in evaluating the quality of educational services provided
by schools. They are not merely observers but also partners in their children's educational
processes. Several key aspects of parents' roles in assessing service quality include; Parents
possess unique insights into their children's experiences at school. They can provide in-depth
information regarding various service aspects, such as interactions with teachers, quality of
instruction, and the social environment at school. Research indicates that parents involved
in their children's education tend to have a better understanding of the quality of services
received (Epstein, 2018). Parents' perceptions of service quality are significantly influenced
by their expectations. When parents' expectations are met or exceeded, they are likely to feel
satisfied with the services provided. Conversely, if expectations are not met, parents may
feel disappointed and perceive the service quality as low
Therefore, understanding parents' expectations in the educational context is essentlal
Parents with a good understanding of service quality can act as advocates for improvements
within schools. They can provide feedback to school authorities regarding aspects that need
enhancement and participate in decision-making processes related to educational policies
and practices. Parental involvement in this process can help create a better learning
environment for students . Parental involvement in assessing
service quality also contributes to establishing strong relationships between schools and
families. When parents feel that their voices are heard and valued, they are more likely to
engage in school activities and support educational initiatives. This can create a mutually
beneficial partnership between schools and parents

. Research shows that parental involvement in their children's education is positively
correlated with students' academic performance. When parents actively assess and engage
with the quality of services provided by schools, their children are likely to demonstrate
better learning outcomes

Research Objectives

The primary aim of this research is to develop an instrument that can be used to
measure service quality in primary schools from the perspective of parents. This instrument
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is expected to encompass various relevant dimensions of service quality, thereby providing
a comprehensive overview of parents' perceptions of the services offered by schools. With a
valid and reliable instrument, schools can more easily identify areas needing improvement
and enhance the quality of services they provide

This study aims to identify the most relevant dimensions of service quahty within the
context of primary education, employing an approach that has been underexplored. While
the SERVQUAL model is widely used across various sectors, its specific application in
primary education remains limited. This research will not only consider conventional
dimensions such as tangibles, reliability, responsiveness, assurance, and empathy, but will
also investigate additional factors like school community, parental involvement, and
innovation in managerial decision-making. By integrating new perspectives pertinent to the
local context, the study seeks to develop a more tailored and effective service quality
assessment tool for primary schools. Furthermore, it will involve direct participation from
parents and teachers to gain deeper insights. Consequently, the findings are expected to
contribute not only theoretically but also provide practical recommendations for schools to
enhance stakeholder satisfaction. By understanding these dimensions, schools can focus
their efforts on enhancing service quality in line with the expectations and needs of parents

The SERVQUAL model holds significant relevance in the education sector,
particularly in primary schools, for several reasons. Firstly, it enhances service quality by
enabling primary schools to assess and evaluate the services they provide to parents. Key
dimensions such as reliability, responsiveness, and empathy assist school administrators in
identifying areas for improvement to meet stakeholder expectations. This model underscores
the importance of user experience and perception in this case, that of parents by highlighting
the gaps between expectations and reality. By addressing these gaps, schools can develop
strategies to boost both parent and student satisfaction, ultimately fostering greater trust and
loyalty towards the institution.

Moreover, the implementation of SERVQUAL lays a solid foundation for creating
more tailored and relevant assessment tools within the educational context. Equipped with
appropriate instruments, schools can effectively measure the success of existing programmes
and services, benchmark against other institutions, and support accreditation and quality
assurance efforts. The application of SERVQUAL in primary schools also bolsters
accreditation initiatives by providing evidence of the school's commitment to continuous
improvement in service quality. This is particularly vital in a competitive educational
landscape where societal demands for high-quality education are ever-increasing.

In summary, the adoption of the SERVQUAL model in primary education not only
offers a framework for evaluating service quality but also promotes ongoing enhancement
that can yield positive outcomes for the entire educational community.

Method

The development of an instrument to measure service quality using the SERVQUAL
model in this study adopts the ADDIE development model (Analyze, Design, Develop,
Implement, and Evaluate). This model consists of five stages , as illustrated
in Figure 1.
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Evaluation
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Figure 1. ADDIE Development Model

This stage commences with a literature review to grasp relevant theories, including the
SERVQUAL model and prior research on educational service quality. This understanding
aids in formulating a framework for the instrument's development. Based on the literature
review findings and preliminary data gathered from exploratory surveys, the measurement
instrument will be designed. It will encompass items reflecting the identified dimensions of
service quality, with a focus on identifying parental needs in assessing the quality of
educational services in primary schools. Methods employed include interviews, focus group
discussions, and exploratory surveys. The outcomes of this phase will enhance
understanding of parents' expectations as users of educational services.

The questionnaire is crafted based on the SERVQUAL dimensions: Tangibles,
Reliability, Responsiveness, Assurance, and Empathy. Each dimension is tailored to capture
the perspectives of parents. Questions are structured to ensure clarity for parents and
relevance to their experiences at school. At this stage, the initial questionnaire is developed
based on the previous analysis. This marks the formation of the instrument's foundational
framework, where the questions are designed to elicit pertinent input from respondents,
specifically the parents. Following the drafting of the questionnaire, a validation process was
conducted by experts to ensure that the questions were relevant, clear, and measurable in
accordance with the research objectives. (Irdiyansyah et al., 2024) notef that during the
expert review, they provided feedback on several items that required refinement, particularly
concerning the grammar that lacked specificity regarding the intended measurements.
Furthermore, the experts examined and commented on the appropriateness of the indicators
and items within the instrument. They offered insights on the suitability of the grammar,
clarity, and comprehensiveness of the dimensions intended for assessment
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Figure 2. SERVQUAL Dimension

Each dimension is tailored to capture the perspectives of parents (Figure 2). Questions
are structured to ensure clarity for parents and relevance to their experiences at school. At
this stage, the initial questionnaire is developed based on the previous analysis. This marks
the formation of the instrument's foundational framework, where the questions are designed
to elicit pertinent input from respondents, specifically the parents. Following the drafting of
the questionnaire, a validation process was conducted by experts to ensure that the questions
were relevant, clear, and measurable in accordance with the research objectives.
(Irdiyansyah et al., 2024) notef that during the expert review, they provided feedback on
several items that required refinement, particularly concerning the grammar that lacked
specificity regarding the intended measurements. Furthermore, the experts examined and
commented on the appropriateness of the indicators and items within the instrument. They
offered insights on the suitability of the grammar, clarity, and comprehensiveness of the
dimensions intended for assessment.

The questionnaire development process includes drafting the initial version, followed
by pilot testing among a small group of parents to evaluate readability, clarity, and
understanding of the formulated items. Once the instrument has been developed, it is crucial
to assess its validity and reliability. Validity pertains to how effectively the instrument
measures what it is intended to measure, while reliability is concerned with the consistency
of the results obtained. This research will conduct a factor analysis to evaluate construct
validity and employ Cronbach's Alpha to assess the internal consistency of the instrument.
By ensuring that the developed instrument is both valid and reliable, the measurement
outcomes can be trusted and utilised for more informed decision-making aimed at enhancing
the quality of educational services in primary schools (Cresswell, 2007).

Collected data will be analysed to test the validity and reliability of the instrument.
The validity test aims to measure the extent to which the instrument (questionnaire) can
gauge service quality dimensions based on the SERVQUAL model. This validity test
employs the product-moment Pearson correlation technique, correlating individual item
scores with the total score derived from respondents' answers to the questionnaire. The
decision-making basis for the Product Moment validity test involves comparing the
calculated r value with the r table value. If the calculated r value is greater than the r table
value, the item is deemed valid; conversely, if it is less, the item is considered invalid. This
validity test is conducted using SPSS. Feedback from this pilot test will be used to revise
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and refine the questionnaire, making it more effective and comprehensible before finalising
it for use in further research at SDN Serua Indah 02, Tangerang Selatan.

The refined questionnaire is then distributed to the parents of students at the primary
school designated as the research population and sample, specifically the parents of SDN
Serua Indah 02, South Tangerang. Data collection methods are conducted both online and
offline to reach a broader participant base. Respondents are expected to provide their
evaluations of various aspects of the educational services received by their children. The
gathered data will be analysed to assess the validity and reliability of the instrument. This
analysis will encompass statistical evaluations to assess the dimensions of the questionnaire
and identify areas requiring further attention or improvement, based on the responses from
parents.

Results and Discussion

This study aims to develop an instrument for measuring the quality of educational
services using the ADDIE model (Analysis, Design, Development, Implementation,
Evaluation). The following outlines the results from each stage of the instrument
development process:

Analysis Stage

During the analysis phase, the selection of the SERVQUAL concept as a framework
for measuring educational service quality was deemed appropriate. Five dimensions of
SERVQUAL service quality were formulated: Tangibles, Reliability, Responsiveness,
Assurance, and Empathy.

Table 1. Formulation of SERVQUAL Dimension

Dimension Description Example

Tangibles Physical evidence of the service, including Comfortable room design,
facilities, equipment, appearance, and professional appearance, attractive
materials. brochures.

Reliability The ability to deliver services accurately and Services completed on time without
consistently as promised. eITorS.

Responsiveness The willingness and ability to respond to Prompt response to customer
customer needs and complaints complaints.

Assurance Employee competence and attitude that instil Clear and trustworthy explanations
confidence in customers. from teachers and staff

Empathy Personal attention and understanding of Providing tailored solutions for
customer needs. individual customer needs.

Design Stage

In the design stage, the initially drafted questionnaire received input from validation
experts. Expert recommendations for the design phase include ensuring consistent mention
of each dimension and elaborating statements for clarity, so respondents grasp the intended
context. For instance, the statement "The school delivers announcements or schedules
through a digital information system" should be clarified with specific examples of the
system in question. Conduct preliminary testing of the questionnaire with a small group of
parents to gather feedback on the clarity of the statements and their coverage of key
SERVQUAL service quality aspects. Additionally, provide a brief explanation of the Likert
scale at the beginning of the questionnaire to aid respondents in understanding how to rate
the statements. Clarifying the meaning of each score and its intended use, along with varying
the statements to mitigate response bias, including those with a negative tone, can help
reduce excessive positive responses.
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The instrument for measuring SERVQUAL service quality in primary schools was
presented in a grid format consisting of 26 statements representing the five SERVQUAL
dimensions: Tangibles, Reliability, Responsiveness, Assurance, and Empathy. A Likert
scale ranging from 1 (Strongly Disagree) to 5 (Strongly Agree) was used, with the following
categories: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, and 5 = Strongly
Agree.

Table 2. SERVQUAL Questionnaire Framework
Dimension Statement
Tangiblse e The school facilities are suitable for use.
e The school provides complete learning equipment.
e The school environment is clean and well-maintained.
e The cleaning staff are responsive in maintaining the cleanliness of the school.
e The school delivers announcements or schedules through a digital information
system.
Assurance e The decisions made by the school provide satisfaction for parents.
e Teachers possess excellent knowledge and skills in teaching.
e The school provides clear and easy-to-understand explanations about its programs and
policies.
o Teachers explain lesson materials clearly and in an easily understandable manner.
e The school has clear procedures for handling emergency situations.
e The school's administrative staff provides fast and accurate services.
e The school's communication reflects professionalism and integrity.
Responsiveness e School staff are responsive in answering parents' questions.
e The school ensures optimal communication for parents.
e Parents feel valued and cared for when providing feedback or raising concerns.
e The school responds appropriately and appreciates every concern raised by parents.
e The school is proactive in delivering the latest information to parents.
e Parents are enthusiastic about participating in various activities organized by the
school.
Reliability e Parents feel fully supported by the school in fostering their children's social
development.
e The school consistently fulfills the promises made to parents.
e The schedule of school activities, such as parent meetings, is carried out on time.
e The school is reliable in providing accurate information.
o Teachers are ready to assist students in addressing academic challenges.
e The school implements the established curriculum with full commitment.
e Parents feel appreciated for the feedback they provide to the school.
Empathy e Teachers give full attention to the individual needs of students.
e School staff understand and respond to parents' concerns about their children's
education.
e The school actively builds good relationships with parents.
e Teachers provide the emotional support that students need.
o The school actively organizes activities that involve both parents and students.

Development Stage

This instrument is expected to measure parents' perceptions of the quality of service
provided by the school. Before being used in further research, the instrument needs to be
validated to ensure that the items are relevant, clear, and align with the measurement
objectives. Therefore, expert validation was conducted to assess the quality and feasibility
of the instrument.

The instrument validation was carried out by experts in the field of educational
research and evaluation. The experts were asked to assess the relevance, clarity, and
appropriateness of the items in the SERVQUAL instrument, which had been adapted to the
context of elementary schools. The validation process involved rating the items using a
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Likert scale of 1-5, where 1 indicates a very large discrepancy and 5 indicates a very high
degree of suitability. Additionally, the experts provided feedback regarding the formulation
of the indicators for each SERVQUAL dimension used.

From the evaluation conducted by the experts, 90% of the items in the SERVQUAL
instrument were deemed relevant and aligned with the objectives of measuring service
quality in elementary schools. However, some experts suggested improvements to the
terminology used in several items to make them more easily understood by parents. One of
the recommendations was to replace the term "kehandalan" (reliability) with "keterandalan"
(dependability) to make it more understandable for respondents. Some items that were
considered unclear by the experts, such as those in the "physical evidence" dimension, were
recommended to be revised to better reflect the condition of the physical facilities in
elementary schools, such as classrooms, playgrounds, and the cleanliness of the school
environment.

The validation results indicated that most items in the SERVQUAL instrument were
highly relevant and suitable for the elementary school context. The suggested improvements,
particularly those related to language that is easier for the respondents (parents) to
understand, will enhance the clarity of the instrument. Additionally, the changes in
terminology and the revisions to several items in the "physical evidence" dimension will
help the instrument become more accurate in measuring the quality of service provided by
the school to parents.

The SERVQUAL-based service quality measurement instrument developed for
primary schools has undergone a validation process involving experts in the field of
educational research and evaluation. Based on the validation results, the instrument is
considered sufficiently valid for use in further research after some minor revisions. Thus,
this instrument is ready to be used to measure parents' perceptions of service quality in
elementary schools and can serve as a reference for the development of educational quality
in the future.

In this development stage, improvements were made based on the feedback from
experts. Four statements were deemed unsuitable (numbers 4, 6, 12, and 19) and were
subsequently removed. The remaining 26 statements underwent a small-scale pilot test
involving 81 parent respondents from several primary schools in South Tangerang. The
parents' responses from this small-scale test were then analysed for validity. Out of the 26
statements proposed, 23 were found to be valid, while 3 were deemed invalid (dropped). A
reliability test was performed on the 23 valid statements, yielding a Cronbach's Alpha value
of 0.812, indicating that this instrument has a good level of reliability

The instrument demonstrated a high level of reliability, as evidenced by a Cronbach’s
alpha value of 0.812. This exceeds the commonly accepted threshold of 0.60, indicating that
the instrument is both reliable and consistent in measuring the intended variables

. In other words, this instrument can be relied upon to yield consistent
results when used for the same measurement at different times. This outcome assures that
the developed instrument is not only valid but also reliable, thus enabling accurate
measurement of service quality and parental satisfaction. With this tested instrument, it is
expected to provide better insights into parents' perceptions of the educational service quality
received by their children. Furthermore, a sample adequacy analysis was conducted. The
adequacy of the sample was assessed using the Kaiser-Meyer-Olkin (KMO) Measure of
Sampling Adequacy and Bartlett's Test of Sphericity. This test aims to determine whether
the collected data is sufficiently adequate . The results of the sample
adequacy test with 23 item statements can be seen in the SPSS output in Table 3.

Table 3. Sample Adequacy Analysis Results
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KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .885
Bartlett's Test of Sphericity Approx. Chi-Square 2594.571
df 231
Sig. .000

From the SPSS output, the KMO value obtained is 0.885. A KMO value above 0.80
indicates that the data has very good sample adequacy. This suggests that the variables in
the questionnaire have a sufficiently strong correlation and can be relied upon for further
analysis. The SPSS output in Table 3 also shows the results of Bartlett's Test of Sphericity,
which indicates an Approx. Chi-Square value of 2594.571 with 231 degrees of freedom (df)
and a significance value (Sig.) of 0.000. A significance value below 0.05 indicates that the
correlation matrix is not an identity matrix, which means there is a significant relationship
between the tested variables. Based on the KMO and Bartlett's Test results, it can be
concluded that the collected data is adequate and suitable for further use. The high KMO
value and significant Bartlett's Test results indicate that the instrument used has a suitable
structure for further analysis, thus providing deeper insights into the quality service
dimensions from parents' perspectives. The results at this stage indicate that 23 statements
are valid, while 3 statements are invalid (dropped). The reliability test conducted on the
questionnaire yielded a value of 0.812, indicating good internal consistency. This means that
the questionnaire can be relied upon to measure the quality of educational services.
Furthermore, the sample adequacy test shows that the sample size used adequately represents
the population, making the analysis conducted at this stage valid.

Implementation Stage

In the implementation stage, the 23 validated and reliable statements from the small-
scale test were retested on a larger sample of 178 parent respondents. The demographics of
the total respondents in this large-scale test are as follows: 82.7% female and 17.3% male.
This indicates that the majority of respondents are mothers involved in their children's
education. Respondents have varied educational backgrounds, as follows: Primary School:
3.7%, Junior High School: 17.3%, Senior High School: 56.8%, Diploma (D1-D3): 4.9%,
Bachelor's Degree: 16%, Master's Degree: 1.2%. Most respondents have their highest
education at the Senior High School (56.8%) and Bachelor's Degree (16%), indicating that
the parents have a relatively good level of education. The occupations of respondents also
vary, with several categories identified are Homemakers, Private Employees, Civil Servants
(PNS), Online Drivers, etc.

Evaluation Stage

The evaluation stage in the development of this instrument aims not only to assess the
effectiveness and reliability of the developed SERVQUAL service quality measurement
instrument but also to facilitate continuous improvement in monitoring and enhancing the
quality of educational services at primary schools. Evaluation at this stage is conducted
through detailed statistical tests, valuable feedback, and recommendations for necessary
follow-up actions to ensure the relevance and effectiveness of the instrument in measuring
service quality in the future. Evaluation is performed by collecting feedback from
respondents (parents) who have completed the questionnaire. Additionally, data analysis
obtained from the questionnaire is conducted to assess the validity and reliability of the
instrument, and factor analysis is performed to ensure that the instrument can measure the
desired service quality dimensions. The validity of the evaluation results indicates that all
statements in the questionnaire are valid, meaning the instrument can measure what it is
supposed to measure, namely the quality of services in primary schools. Furthermore, the
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reliability value obtained (0.924) indicates that the instrument has very good consistency in
measurement . This means that if this instrument is reused under
the same conditions, the results will be consistent.

To assess the strengths and weaknesses of the instrument, a Strengths and Weaknesses
Analysis was conducted. This instrument features a well-defined structure and encompasses
essential dimensions of service quality, including reliability, responsiveness, assurance,
empathy, and tangible elements. This comprehensive approach enables effective
measurement of service quality. The results from the factor analysis, employing Principal
Component Analysis (PCA), provide profound insights into the interrelationships among the
service quality dimensions evaluated in this study. The resulting correlation matrix illustrates
the relationships between the tested variables: Tangible, Assurance, Responsiveness,
Reliability, and Empathy. The correlation matrix indicates that all dimensions are
significantly related to one another, with varying correlation values. Assurance exhibits the
highest correlation with Responsiveness (r = 0.780) and Tangible (r = 0.741). This finding
suggests that parents' perceptions of the assurances offered by the school are closely linked
to the responsiveness of the services received. The analysis results are presented in Table 4
of the SPSS output, including the correlation matrix.

Table 4. Correlation Matrix
Tangible Assurance Responsiveness Reliability Empathy

Correlation Tangible 1 0.741 0.633 0.573 0.526
Assurance 0.741 1 0.78 0.637 0.637
Responsiveness 0.633 0.78 1 0.516 0.516
Reliability 0.573 0.732 0.735 1 0.648
Empathy 0.526 0.637 0.648 0.648 1

Sig. (1-tailed) Tangible 0 0 0 0
Assurance 0 0 0 0
Responsiveness 0 0 0 0
Reliability 0 0 0 0
Empathy 0 0 0 0

The Reliability dimension shows a strong correlation with Assurance (r = 0.732) and
Responsiveness (r = 0.735), indicating that the reliability of the services provided by the
school affects parents' trust in those services. Higher correlation values (above 0.7) between
dimensions indicates a strong relationship. For instance, the relationship between Assurance
and Responsiveness, as well as between Assurance and Tangible, suggests that
improvements in one dimension can contribute to enhancements in the others. Conversely,
the Empathy dimension has the lowest correlation with other dimensions, although it remains
significant. This lowest correlation (r = 0.516 with Responsiveness) indicates that, while
empathy is essential, other factors may play a more dominant role in influencing parents'
perceptions of service quality. All significance values (Sig.) for the correlations shown are
0.000, indicating that all relationships between dimensions are statistically significant. This
demonstrates a strong and reliable relationship among the measured service quality
dimensions.

These findings have significant implications for managing service quality at SDN
Serua Indah 02. By understanding the relationships between dimensions, the school can
focus more on areas that significantly impact positive parental perceptions. For instance,
enhancing the Assurance and Responsiveness dimensions may contribute to improving
parents' perceptions of Reliability and Tangible aspects. Additionally, although Empathy
shows the lowest correlation, it remains crucial not to overlook this dimension, as empathy
can contribute to positive experiences for both parents and children at school.
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Next, a loading factor analysis is conducted using the component matrix, with the
results displayed in Table 6. The Component Matrix output from the factor analysis provides
information regarding the loading factors for each variable measured. Loading factors
indicate the extent to which each variable contributes to the extracted factor. The following
discussion pertains to the results of the Component Matrix obtained from the factor analysis
using the Principal Component Analysis (PCA) method, as illustrated in Table 5 of the SPSS
output

Table 5. Component Matrix Loading Factor

Variable Component matrix
Tangible 0.816
Assurance 0.92
Responsiveness 0.868
Reliability 0.87
Empathy 0.773

The Component Matrix shows the loading factor values for each variable on the
extracted component. Higher loading values indicate that the variable has a greater
contribution to the resulting factor. From Table 6, it is evident that Assurance has the highest
loading factor (0.920), indicating that this dimension has the most significant contribution
to the extracted factor. This suggests that parents' perceptions of the assurances provided by
the school are strong and influential in shaping the quality of services they experience.
Reliability (0.870) and Responsiveness (0.868) also exhibit high loading factors, indicating
that these two dimensions are vital in shaping parents' perceptions of service quality. This
indicates that the reliability and responsiveness of the services provided by the school
significantly influence parents' perceptions. Tangible (0.816) and Empathy (0.773) also have
significant loading factors, albeit slightly lower than the other dimensions. This suggests that
the physical aspects of the service and the empathy demonstrated by school staff also
contribute to the perception of service quality, although not as strongly as the other
dimensions. These results provide valuable insights for the school in efforts to improve
service quality. By identifying which dimensions have the most significant impact, the
school can focus on enhancing Assurance, Reliability, and Responsiveness to improve
parental satisfaction. Furthermore, while Tangible and Empathy have lower loading factors,
it is essential not to neglect these dimensions, as they still contribute to the overall experience
of parents and can be areas for improvement.

Overall, the Component Matrix results indicate that all measured dimensions
contribute to the extracted factor, with Assurance being the most dominant dimension. These
findings provide a strong foundation for formulating strategies to improve service quality in
primary schools, focusing on dimensions that most influence parents' perceptions. Based on
the evaluation results, it is recommended to revise several statements deemed unclear.
Simplifying language and using more common terms can help enhance respondents'
understanding. Additionally, it is advised to conduct periodic evaluations of this instrument
to ensure it remains relevant and reliable as educational contexts and user needs evolve.

The evaluation stage in this research demonstrates that the developed service quality
measurement instrument using the ADDIE model is both valid and reliable. The evaluation
results provide a robust basis for the use of this instrument in further research and practice
in primary schools. By making improvements based on the feedback received, this
instrument can continue to be enhanced to achieve better measurement objectives.

The evaluation of the SERVQUAL instrument indicates that 90% of the items utilised
are deemed relevant and aligned with the objectives of measuring service quality in primary
schools. This validation suggests that the instrument, once refined and adjusted according to
expert guidelines, can accurately reflect parents' perceptions of the quality of services
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received at the school. Recommendations for improvement, such as substituting the term
"reliability" with "dependability," highlight the significance of employing easily
comprehensible language to enhance respondent engagement. This underscores the notion
that appropriate language choices can be a critical factor in obtaining valid and trustworthy
data, thereby enabling parents to provide more candid feedback regarding their experiences.
This aligns with findings from the research conducted by (Parasuraman et al., 1994), which
emphasises that clarity in communication and the terminology used in questionnaires is
essential for collecting accurate data on service quality.

The revision of the "physical evidence" dimension to more accurately reflect the
conditions of school facilities represents a significant advancement. By clarifying statements
related to the school environment, including classrooms, playgrounds, and cleanliness, the
resulting instrument can more precisely capture parental opinions. The assessment
conducted yielded satisfactory results, with 23 out of 26 statements deemed valid and a
reliability score of 0.812. This indicates that the instrument is both consistent and dependable
for future research, thereby providing deeper insights into the quality of services offered by
primary schools. This aligns with the validity principles outlined by , which
assert that instruments must be adapted to ensure that all relevant aspects of the construct are
measured accurately, further supported by factor analysis demonstrating a strong
relationship among the measured items.

During the implementation phase, this study engaged 178 parents as respondents,
resulting in a diverse demographic representation. The analysis results demonstrated that the
developed instrument is not only valid and reliable but also capable of accurately reflecting
parents' perspectives. Factor analysis and weighting revealed that the "Assurance" dimension
had the most significant impact on overall service quality perceptions, followed by
"Reliability" and "Responsiveness." These findings highlight the necessity of focusing on
enhancing the quality-of-service assurance and school responsiveness to foster trust among
parents. Although the "Empathy" dimension exhibited the least influence, it remains
essential to consider in school policies and practices to improve the overall experiences of
both parents and children within the educational environment. Thus, the application of this
instrument is anticipated to be beneficial not only for further research but also for the
continuous improvement of educational services in primary schools.

These findings align with previous research conducted by , which
emphasizes the importance of service dimensions such as Assurance and Responsiveness in
shaping customers' perceptions of overall service quality. argue that

enhancing these dimensions can effectively foster customer trust and satisfaction, which can
lead to better long-term relationships between service providers and their clients.
Furthermore, the need to consider the Empathy dimension in educational contexts is
supported by a study by , which states that while some dimensions
may have a stronger influence, all elements contribute to the overall satisfaction and
experiences of the stakeholders involved, including parents and students.

The results of this research provide a significant tool for educational managers to
evaluate and enhance service quality at the primary school level. By utilising the developed
instrument, schools can identify aspects requiring improvement based on parents' input. This
instrument supports more informed and data-driven decision-making, particularly in
planning and developing programs aimed at improving educational service quality. With the
data obtained, schools can allocate resources more efficiently. This perspective complements
the findings of (Gronroos, 2001), who notes that service quality evaluation tools enable
organizations to identify strengths and weaknesses in service delivery, leading to more
targeted improvements. By emphasizing the importance of stakeholder input, this research
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mirrors Gronroos' view that understanding service quality from the customer's perspective
is crucial in crafting responsive and effective educational programs. Thus, this research not
only contributes to the development of a valid and reliable instrument for assessing
educational service quality but also provides a solid foundation for decision-making and
sustainable improvements in educational services in the future.

Conclusion

This research successfully designed a measurement tool to assess the quality of
educational services at SDN Serua Indah 02, South Tangerang, by applying the ADDIE
model. This process was conducted through five systematic steps: Analysis, Design,
Development, Implementation, and Evaluation. The resulting measurement tool has
undergone rigorous validity and reliability testing. In the Analysis stage, it was found that
the SERVQUAL concept is highly suitable for assessing educational service quality in
primary school settings. In the Design stage, the resulting questionnaire was approved by
validation experts without the need for revisions, indicating that the instrument meets content
validity criteria. In the Development stage, 23 out of 26 statements were identified as valid,
with a reliability value of 0.812, demonstrating the instrument's consistency in measuring
service quality. The Implementation stage yielded all valid and reliable statements on a
larger scale, with a Cronbach's Alpha value reaching 0.924. In the Evaluation stage, the
feedback obtained supports the instrument's effectiveness and opens opportunities for future
improvements. Overall, this research indicates that the developed instrument is not only
valid and reliable but also capable of providing valuable insights regarding the quality of
educational services from the perspective of parents.
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