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Abstract

The development of an integrity zone in higher education institutions is a national
effort to create clean, accountable, and high-quality public services. This study
evaluates the quality of public services at the Faculty of Law, Universitas
Singaperbangsa Karawang, in the context of ongoing integrity zone implementation.
A quantitative survey approach using the service quality model was employed a
questionnaire covering five dimensions: reliability, responsiveness, assurance,
empathy, and tangibles. The research respondents consisted of three groups of
service users, namely educational staff, lecturers, and students, who were selected
using proportional random sampling techniques. Data were collected online and
analyzed descriptively. The results show that service quality is in the good category
with average scores of 2.64 (educational staft), 2.71 (lecturers), and 3.25 (students).
Reliability and assurance received the highest ratings across all groups, while
empathy (among staft) and tangibles (among students) scored the lowest. Students
were the most satisfied group, whereas educational staff were the most critical. The
study concludes that the integrity zone initiative has been moderately effective, but
further improvement in interpersonal communication, response speed, and digital-
physical facilities is still required to achieve excellent service standards.
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1. Introduction

Higher education institutions have a strategic role in producing competent and
ethical human resources while providing accountable, transparent, and responsive
public services. Ministry of Education, Culture, Research, and Technology
(Kementerian Pendidikan, Kebudayaan, Riset, dan Teknologi/ Kemendikbudristek, 2023)
stresses that good governance in higher education must include accountability,
transparency, efficiency, and continuous improvement of service quality. For this
reason, strengthening management and public services has become a key
requirement for universities that want to remain competitive at national and global
levels.

The Indonesian government continues to push bureaucratic reform through the
Integrity Zone (Zona Integritas/Z1) program toward Corruption-Free Areas
(Wilayah Bebas dari Korupsi/ WBK) and Clean and Serving Bureaucratic Areas
(Wilayah Birokrast Bersih dan Melayan:/\WBBM). This initiative, launched by the
Ministry of Administrative and Bureaucratic Reform since 2010, aims to improve
integrity, accountability, and service quality in all government agencies, including
public universities (KemenPAN-RB, 2022). Although more than 6,000 work units
across Indonesia have declared the development of Integrity Zones, only a small
number have successfully achieved WBK or WBBM status (KemenPAN-RB, 2024).
This fact shows that building an Integrity Zone requires real commitment and
cultural change, not just administrative fulfillment.

In the context of higher education, the Integrity Zone is very important because
universities are responsible for shaping the character and integrity of the nation’s
next generation. Rahmawati (2021) states that implementing an integrity zone in
universities significantly improves academic service quality and public trust,
especially among students. Universitas Singaperbangsa Karawang (UNSIKA), as a
young public university, supports this national agenda through Rector Regulation
Number 9 of 2022 concerning the Development of Integrity Zones. The Faculty of
Law, one of the largest and most strategic faculties at UNSIKA, not only serves
thousands of students and lecturers but also provides external legal services such as
legal clinics and community consultation. Therefore, professional and integrity-
based service management is absolutely necessary.

Service quality in higher education can be measured using the SERVQUAL
model developed by Parasuraman et al. (1988). This model evaluates five dimensions:
tangibles, reliability, responsiveness, assurance, and empathy. Many studies such as
Tjiptono (2017), Wibowo (2019), and Owusu (2020) have successfully applied
SERVQUAL in universities, yet most of them were conducted in long-established
public universities or private institutions. According to Zeithaml et al. (2018), user
satisfaction emerges when actual service performance meets or exceeds expectations,
but newer public universities, such as UNSIKA, still rarely become the object of
research related to the impact of Integrity Zone implementation on daily service
quality. Meanwhile, Sutrisno and Mulyani (2022) highlight that service digitization
is a key factor in modern bureaucratic reform, while Rinaldi (2020) emphasizes the
need to adapt the integrity zone model to the unique characteristics of the campus
environment.

Despite the increasing national attention to the integrity zone program, empirical
studies that specifically evaluate the relationship between integrity zone
development and public service quality at the faculty level in new public universities
remain very limited. Most existing research only focuses on central university
services or large state universities, so the challenges faced by younger and rapidly
growing faculties are not well documented. This condition creates a clear research
gap, especially at the Faculty of Law, UNSIKA, which has diverse service users
(students, lecturers, and administrative staft) and external legal service activities.
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Therefore, this study aims to evaluate the quality of public services in the context of
integrity zone development at the Faculty of Law, UNSIKA using the SERVQUAL
model. The results of this research are expected to provide practical
recommendations for faculty leaders and contribute to a better understanding of how
the Integrity Zone can actually improve day-to-day services in new public
universities.

2. Literature Review

2.1. Integrity Zone toward Corruption-Free and Clean-Serving Bureaucracy

The Integrity Zone (Zona Integritas/Z1) is a national program launched by the
Ministry of Administrative and Bureaucratic Reform (Kementerian Pendayagunaan
Aparatur Negara dan Reformast Birokrasi/KemenPAN-RB) since 2010 to create work
units that are free from corruption and able to provide excellent public services.
According to KemenPAN-RB (2021), integrity zone development is carried out
through six mandatory areas of change: change management, governance
arrangement, human resource management arrangement, accountability
strengthening, supervision strengthening, and public service quality improvement.
These six areas must be implemented together so that a work unit can first achieve
Corruption-Iree Area status and later Clean and Serving Bureaucratic Area status.
KemenPAN-RB (2022) emphasizes that ZI is not just a plaque or ceremony, but a
real cultural transformation.

Hidayah et al. (2023) state that in higher education institutions, the integrity zone
model cannot simply be copied from ministries or local governments because
universities have academic freedom, Tri Dharma activities, and more diverse
stakeholders. Santi et al. (2025) add that successtul ZI implementation in universities
significantly increases public trust and academic service quality, especially among
students and lecturers. However, KemenPAN-RB (2024) reports that although more
than 6,000 work units nationwide have declared ZI, only a few hundred have
succeeded in obtaining WBK/WBBM status, showing that real cultural change
remains the biggest challenge.

2.2. Public Service Quality in Higher Education Context

Public services in universities are different from services in regular government
offices because they involve academic and non-academic processes at the same time.
Dwiyanto (2018) explains that university public services include student
registration, academic guidance, tuition payment, scholarship management,
document legalization, library services, and even external community services such
as legal aid. Hardiansyah (2018) emphasizes that good public services in higher
education must meet the principles of transparency, accountability, speed, accuracy,
and friendliness as mandated by Law Number 25 of 2009 on Public Services. These
principles become more important because service users are not only internal
(students, lecturers, staft) but also external communities.

McHaney (2023) adds that today’s students, mostly digital natives, demand fast,
paperless, and 24-hour accessible services through mobile applications or websites.
Sutrisno and Mulyani (2022) found that digitization of academic and administrative
service processes is one of the most important factors in the success of bureaucratic
reform in higher education institutions. However, many new public universities still
rely heavily on manual procedures and face-to-face services, causing long queues and
frequent complaints. Therefore, service quality in higher education is no longer only
measured by staff politeness, but also by system efficiency, infrastructure readiness,
and integration between online and offline services.
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2.3. The SERVQUAL Framework

The SERVQUAL model, developed by Parasuraman et al. (1988), is still the most
popular instrument for measuring service quality based on user perceptions through
five dimensions: tangibles (physical facilities and equipment), reliability (ability to
deliver promised service accurately), responsiveness (willingness to help quickly),
assurance (knowledge and courtesy of staff), and empathy (individual attention to
users). Elkhani and Bakri (2012) explain that customer satisfaction occurs when
actual performance meets or exceeds expectations, known as expectancy-
disconfirmation theory. In higher education settings, these five dimensions can
clearly reflect the daily experiences of students, lecturers, and staft when dealing
with administrative units.

Asnawi and Setyaningsih (2020) prove that the empathy dimension has a
significant positive effect on student perceptions of service quality in Indonesian
universities, while Joseph et al. (2005) show that students today give lower scores to
tangibles if' the academic information system is slow or the service room is
uncomfortable. Asiyai (2022) states that the assurance dimension is very important
for lecturers and administrative staff because they need certainty that data and
documents are processed safely and correctly. Sedarmayanti (2017) and Setiono and
Hidayat (2022) agree that SERVQUAL is highly suitable for evaluating public
services in Indonesia because the questionnaire is simple yet able to capture both
technical quality (tangibles and reliability) and functional quality (responsiveness,
assurance, empathy) at the same time.

2.4. Integrity Zone Implementation and Service Quality

KemenPAN-RB (2021) explicitly states that one of the six mandatory areas of
change in integrity zone development is the improvement of public service quality,
meaning every work unit that builds an integrity zone must show a measurable
increase in user satisfaction. Lestari (2020) found that universities that consistently
implement an integrity zone experience a significant decrease in public complaints
and faster service completion times. Yayu (2023) proved that there is a positive
relationship between ZI implementation and lecturer satisfaction with
administrative services at several large state universities. However, most previous
studies only used qualitative approaches or general satisfaction surveys without
breaking down the results into specific service quality dimensions.

According to Oakland (2014) and Stamatis (2018), true service excellence is
achieved only when technical quality and functional quality are both high, something
that should be the direct result of successful integrity zone implementation. Despite
the increasing number of faculties declaring ZI, empirical research that specifically
measures the impact of integrity zone on the five SERVQUAL dimensions, especially
at the faculty level in new public universities, remains very scarce. This study fills
that gap by evaluating public service quality using the SERVQUAL instrument in
the context of integrity zone development at the Faculty of Law, Universitas
Singaperbangsa Karawang, a young and fast-growing faculty with diverse internal
and external service users.

3. Methods

This research employs a quantitative approach with a survey method to evaluate
the implementation of the Integrity Zone in public services at the FFaculty of Law,
Universitas Singaperbangsa Karawang. The SERVQUAL model, developed by
Parasuraman et al. (1988), is used because it effectively measures service quality
based on user perceptions through five main dimensions: reliability, responsiveness,
assurance, empathy, and tangibles. The survey design allows for direct, objective,
and measurable data collection from service users, making it suitable for describing
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satisfaction levels and identifying areas for improvement in the context of Integrity
Zone standards.

The study was conducted at the Faculty of Law, Universitas Singaperbangsa
Karawang, during the even semester of the 2024/2025 academic year. Data
collection through online questionnaires using Google FForms took place from July
21 to July 381, 2025. Following that, data processing and report preparation were
carried out from August 1 to August 10, 2025, while the presentation of results to
taculty leadership and report approval occurred from August 11 to August 15, 2025.
This timeline ensured timely feedback and alignment with the university’s
bureaucratic reform agenda.

The population consists of all service users at the faculty, divided into three
groups: educational staff, lecturers, and students. Proportional random sampling was
applied to represent each group fairly, using the Slovin formula with a 10% margin
of error. This resulted in a total sample of 150 respondents, comprising 30
educational staff, 40 lecturers, and 80 students. The sample size was kept manageable
to maintain data quality and feasibility within the research timeframe.

The instrument is a closed-ended questionnaire with a Likert scale ranging from
1 (strongly disagree/very poor) to 5 (strongly agree/excellent), based on the five
SERVQUAL dimensions. It includes 15 statements, with three statements per
dimension: reliability, responsiveness, assurance, empathy, and tangibles. The
questionnaire was distributed online via Google Forms to ensure efficient and
representative data collection, as suggested by Sugiyono (2017). Raw data were
exported to Microsoft Excel for initial processing.

Data analysis involved descriptive statistical methods to calculate average scores
for each dimension and determine service quality categories. Scores were categorized
as follows: 8.40—4.00 = A (excellent), 2.60-3.39 = B (good), 1.80-2.59 = C (fair),
1.560-1.79 = D (less good), and 1.00-1.49 = E (poor). These categories were adapted
from SERVQUAL standards for public service evaluation. Additionally, an
evaluative analysis compared the results with integrity zone indicators from
KemenPAN-RB (2021), focusing on accountability, transparency, process
effectiveness, and user satisfaction to identity strengths, weaknesses, and
recommendations for improvement.

4., Results

This study evaluates the quality of public services at the Faculty of Law,
Universitas Singaperbangsa Karawang, in the context of Integrity Zone
development using the SERVQUAL model. A total of 150 respondents participated:
30 educational staff, 40 lecturers, and 80 students. All responses were complete and
valid. The analysis focuses on the average score for each of the five SERVQUAL
dimensions (reliability, responsiveness, assurance, empathy, and tangibles) as well as
the overall score for each respondent group. The mean scores were interpreted using
the following categories: 3.40—4.00 = A (excellent), 2.60-3.39 = B (good), 1.80-2.59
= C (fair), 1.50-1.79 = D (less good), and 1.00-1.49 = E (poor). The results are
presented separately for each respondent group.

Educational staft rated service quality at an average of 2.64, which falls in the
Good (B) category. As shown in Table 1, the highest score was given to the tangibles
dimension (3.47), indicating that staff members consider physical facilities,
equipment, and the appearance of service areas to be relatively satisfactory.
Reliability (2.95) and assurance (2.90) also received scores in the Good category,
showing that staff perceive services as fairly consistent and staft’ competence as
adequate. However, responsiveness (2.76) and especially empathy (2.477) scored
lower, with empathy falling into the Iair (C) category. This suggests that
educational staft feel that personal attention, individual understanding of their needs,
and quick responses still require significant improvement.
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Table 1. Service Quality Assessment by Educational Staff

No. Dimension Mean Service Criteria Quality Grade

1. Reliability 2.95 Good B

2. Responsiveness 2.76 Good B

3. Assurance 2.90 Good B

4. Tangibles 3.47 Good B

5. Empathy 2.47 Fair C
Overall 2.64 Good B

Among lecturers, the overall average score was slightly higher at 2.71, still
within the Good (B) category. Table 2 reveals a more balanced perception compared
to that of the educational staff. The highest dimension for lecturers was empathy
(2.80), meaning they feel that administrative officers provide reasonably good
personal attention and understanding of lecturers’ specific needs. Assurance (2.76)
and responsiveness (2.71) also scored relatively well, while reliability (2.60) and
tangibles (2.66) were the lowest but still in the Good range. These results indicate
that lecturers generally experience consistent interpersonal support, although they
expect faster and more accurate administrative processes.

Table 2. Service Quality Assessment by Lecturers

No. Dimension Mean Service Criteria Quality Grade

1. Reliability 2.60 Good B

2. Responsiveness 2.71 Good B

3. Assurance 2.76 Good B

4. Empathy 2.80 Good B

5. Tangibles 2.66 Good B
Overall 2.71 Good B

Students provided the highest overall satisfaction score of 8.25, which remains in
the Good (B) category but is noticeably closer to the upper boundary. According to
Table 3, reliability received the highest rating (3.31), followed closely by assurance
(8.29) and empathy (8.29), showing that students perceive administrative services as
quite consistent, trustworthy, and caring. Responsiveness scored 3.25, reflecting
acceptable speed and willingness to help. The lowest dimension for students was
tangibles (8.09), suggesting that physical facilities, waiting rooms, and especially the
performance of digital platforms still need upgrading to fully meet student
expectations in the digital era.

Table 3. Service Quality Assessment by Students

No. Dimension Mean Service Criteria Quality Grade

1. Reliability 3.31 Good B

2. Responsiveness 3.25 Good B

3. Assurance 3.29 Good B

4. Empathy 3.29 Good B

5. Tangibles 3.09 Good B
Overall 3.25 Good B

When the three groups are compared, students consistently gave the highest
scores across almost all dimensions, followed by lecturers, while educational staff
were the most critical group. The dimensions that received the strongest ratings
across all respondents were reliability and assurance, whereas empathy (among statf)
and tangibles (among students) emerged as the weakest areas. Despite these
variations, the overall service quality perceived by all user groups falls within the
Good (B) category, indicating that the FFaculty of Law has achieved a reasonable level
of service performance under the ongoing Integrity Zone initiative.
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5. Discussion

The evaluation of service quality at the Faculty of Law, Universitas
Singaperbangsa Karawang, reveals clear differences in perceptions among the three
user groups: educational staff, lecturers, and students. Students reported the highest
overall satisfaction with an average score of 3.25, followed by lecturers at 2.71 and
staff at 2.64, all within the Good (B) category. According to Tjiptono (2017), such
variations stem from differing service needs; for instance, staff were most critical of
the empathy dimension (2.47, Fair/C), likely because they interact daily with
administrative processes and expect more personalized support. In contrast,
students prioritized reliability (3.81) and assurance (3.29), reflecting their focus on
accurate and trustworthy academic procedures. Lecturers, meanwhile, valued
empathy highest (2.80), suggesting they appreciate interpersonal relationships in
administrative support. These differences highlight how service perceptions are
shaped by user roles, with internal staff experiencing more routine frustrations
compared to external-facing students.

Building on these group-specific insights, the overall Good (B) rating indicates
that the Integrity Zone implementation has been somewhat effective but falls short
of excellent standards. The weaker dimensions, such as empathy among staff and
tangibles among students (3.09), point to gaps in interpersonal interactions and
facility optimization. As stated by Noerhartati et al. (2023), empathy significantly
influences service perceptions in educational settings, and its low score here suggests
inadequate training in communication and user-centric approaches. Similarly,
Setiawan (2022) notes that students, as digital natives, have high expectations for
tangibles like updated information systems, which may explain their lower rating
despite overall positivity. For lecturers, the balanced scores across dimensions align
with Pate et al. (2022), who found that academic staft often rate communication and
access higher than speed, but still desire improvements in responsiveness. These
findings underscore that while reliability and assurance are strengths, functional
aspects like responsiveness and empathy require targeted enhancements to fully
embody the Integrity Zone’s emphasis on accountable and user-responsive services.

From a theoretical perspective, the results support established service quality
models and their application in bureaucratic reform. Grénroos (2007) conceptualizes
service quality as comprising technical (tangibles and reliability) and functional
(responsiveness, assurance, empathy) elements, and the data here show stronger
technical quality overall, with functional areas lagging. This imbalance mirrors
challenges in higher education governance, where Prasad (2024) argues that
digitization is crucial for modern reform, yet the tangible scores indicate incomplete
adoption at the faculty level. Furthermore, Lu and Wang (2023) emphasize that
satisfaction arises when performance meets expectations, explaining why students,
potentially with lower baseline expectations as newcomers, rated higher than
seasoned staff. In the context of Integrity Zone standards, the Good rating means
the faculty meets basic requirements for transparency and effectiveness, but must
address low-scoring dimensions to progress toward WBK/WBBM status. This
alignment with prior studies reinforces that ZI success depends on holistic changes,
not just administrative compliance.

The implications of these findings are multifaceted, offering both theoretical and
practical contributions to higher education management. This study extends the
application of SERVQUAL in emerging public universities, filling a gap in the
literature focused on new institutions like UNSIKA, where rapid growth amplifies
service challenges. It demonstrates how ZI can integrate with service models to
measure real-world impacts, providing a blueprint for similar evaluations. Faculty
leaders should prioritize empathy training for staff and digitize tangibles to boost
responsiveness, potentially reducing complaints and enhancing user trust. For
policymakers at the Ministry of Administrative and Bureaucratic Reform, these
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results suggest tailored ZI guidelines for universities, emphasizing user-group
differences. Ultimately, implementing these improvements could elevate the
faculty’s service to Excellent (A), fostering a stronger integrity culture and better
preparing graduates for ethical professional roles.

6. Conclusion

This study shows that the quality of public services at the Faculty of Law,
Universitas Singaperbangsa Karawang, in the context of Integrity Zone
development is generally in the Good (B) category. The overall average scores are
2.64 from educational staff, 2.71 from lecturers, and 3.25 from students. Reliability
and assurance are the strongest dimensions across all groups, while empathy
(especially for staff) and tangibles (especially for students) still need significant
improvement. Although the implementation of the Integrity Zone has produced
positive results and brought the faculty closer to the standards of a clean and serving
bureaucracy, the service has not yet reached the Excellent level expected in the
advanced stages of WBK/WBBM.

The findings imply that continuous efforts in staft training, service digitization,
and facility upgrading are necessary to close the existing gaps and increase
satisfaction. The main limitation of this study is that it only covers one faculty in a
relatively new public university, so the results cannot yet be generalized to other
faculties or more established universities. Future research is recommended to use a
longitudinal approach to see the impact of Integrity Zone implementation over a
longer period, involve more faculties for comparison, or combine the SERVQUAL
survey with in-depth interviews to obtain richer explanations behind the scores.
With sustained commitment, the Faculty of Law has a strong foundation to become
a model of integrity-based excellent service in Indonesian higher education.
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