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Abstract

Service quality is a multidimensional driver of satisfaction. Emotional intelligence, religiosity, and race/ethnicity influence satisfaction. This research is a descriptive
study with a cross-sectional approach. This study's sample was all active nursing and nutrition department students consisting of three nutrition diploma study
program students, and undergraduate applied nursing students. This survey used respondent demographics, student service satisfaction questionnaires, and
emotional intelligence instruments. This research was conducted online using the Google form application. Data analysis using structural equation modelling. We
found that race/ethnicity, religion, and emotional intelligence did not directly or indirectly affect perceived satisfaction with educational services (p-value>0.001).
However, based on the literature that has been discussed, we find that satisfaction is more influenced by skill proficiency and intellectual ability factors. We suggest
that universities can increase the raw input of students with good intellect so that students and institutions can simultaneously improve services and not only be
charged to institutions based on money. Future research can focus on the close relationship between intellectual ability in perceived academic service satisfaction.
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Introduction

Improving the quality of higher education must be carried out by higher
education providers; both higher educations organized by the government,
the private sector, and the community. Higher education, by its vision and
mission, is an institution that cultivates and produces superior human
resources as a bridge in producing quality products to compete in the global
market. Students are a vital and central element in a university. Universities
are interested in fulfilling various dimensions of satisfaction, especially for
students to realize quality output in order to make the best contribution
to community service. Higher education managers must have the fighting
power to build a high commitment to quality improvement [1].

In its activities, higher education institutions must be able to manage
their service quality system and administration. Such a scope will result in
a service system that is transparent, timely, in the right quantity, and the
right quality. If such aspects are carried out properly, it will create an image
of reliability and assurance, which includes: trust in the implementation,
timeliness of education, and guarantee of the success of education [2].

Service quality is a multidimensional driver of satisfaction. The level of
service quality cannot be assessed from the company's point of view but
must be viewed from the customer's point of view [3]. Satisfaction from the
consumer side is seen as good if it meets what they expect. Otherwise, the
service will be perceived as bad if it does not meet what they expect [4].

Customer satisfaction is expected to affect loyalty. Loyal customers can
provide great benefits to the organization. The implementation of education
should pay attention to the quality of service. Educational activities are not
only oriented towards the result of the educational process but also through
good evidence of accountability, including quality assurance, quality
control, and quality improvement (National Accreditation Board for Higher
Education, 1998).

Emotional intelligence is one of the factors that affect job satisfaction.
Emotional intelligence as an important predictor of organizational outcomes
for perceived job satisfaction. Emotional intelligence affects the effectiveness

and success of an organization. This is supported by Psilopanagioti,
Anagnostopoulos, Morton, and Niakas that emotional intelligence plays an
important role in generating performance and job satisfaction.

Religiosity is a symbol system, belief system, value system, and
symbolized behaviour system; all cantered on issues that are internalized
as ultimate meaning. Someone with good religiosity will always look at
every situation positively [5].

According to Diener, some factors affect satisfaction, one of which is
race. There are differences in happiness and life satisfaction between white
and black individuals. Black individuals tend to have lower levels of life
satisfaction than white Americans.

Indonesia also has a hlack race, like in America, called the Melanesian
race. This race lives in eastern Indonesia, Maluku, East Nusa Tenggara,
and Papua. This study aims to determine the effect of race, religion, and
emotional intelligence on satisfaction with academic services.

Materials and Methods

This research is a descriptive study with a cross-sectional approach.
This study's sample was all active nursing and nutrition department
students consisting of three nutrition diploma study program students and
undergraduate applied nursing at the Health Polytechnic of the Ministry
of Health, Sorong, West Papua, and Indonesia. The sampling technique
used is consecutive sampling which recruits respondents based on their
participation in the survey. This survey uses three questionnaires as
research tools: respondent demographic data and a student service
satisfaction questionnaire adopted from the university accreditation
instrument in Indonesia version 3.0 [6]. While the emotional intelligence
instrument was adopted [7,8]. Demographic data assessed in this study
include race/ethnicity and religion. Emotional intelligence consists of
20 statements that are answered on a scale of never (1), rarely (2),
sometimes (3), usually (4), and always (5). Questions numbered 1,5,912,
and 15 belong to the category of self-awareness, statements numbered
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3,6,10,13, and 18 are statements that assess self-management; statements Table 3. Satisfaction of academic service.
number 4,7,14,17, and 19 assess social awareness, while the relationship
assessment management assessed with statements numbered 2,8,11,16
and 20. Satisfaction with academic management services consisted of 15
statements with yes and no choices. This statement assesses reliability, S1 Reliable and capable lecturer

ability, speed and responsiveness, service according to provisions, care No 1 1%
and attention of lecturers, education staff, and study program managers in

serving students, as well as adequacy, accessibility, quality, and cleanliness Yes 9 99%
of facilities and infrastructure. This research was conducted online using the S2 Fast and responsive lecturer

Code Variable Frequencies Percentage

google form application [9,10], which was distributed via social media [11]. No 6 6.30%
Data analysis used the SMART PLS structural equation modeling version ,
4.0 SmartPLS GmbH and Jamovi Jamovi [12,13]. Yes %0 93.80%
S3 Certainty of lecturer service
Results No 7 7.30%
Yes 89 92.70%

Atotal of 96 respondents contributed to this study. All respondents are,
on average, 19.07 years old and female (81.3%). Most of these respondents
came from the second year (54.2%) nutrition diploma study program (51%). No 5 5.20%
Most come from non-Papuan races/ethnic (75%) and Muslims (74%). The Yes 91 94.80%
data are presented in Table 1 below.

S4 Care and attention of lecturers

S5 Reliable and capable education staff

Table 1. Characteristics of respondents.

No 7 7.30%
0,
Variable Frequencies Percentage ves 89 92.70%
Age, Mean (SD) Year's  19.07 (0.10) S6 Fast and responsive education staff
No 7 7.30%
Gender
Yes 89 92.70%
Woman 78 81.30%
S7 Certainty of education staff service
Man 18 18.80%
R No 6 6.30%
Year at University
Yes 90 93.80%
1st Year 40 41.70%
S8 Care and attention of education staff
2nd Year 49 51%
No 4 4.20%
3th Year 7 7.30%
Yes 92 95.80%
Study Program
: S9 Reliable and capable study program
Bachelor of Nursing 44 45.80% manager
Nutrition Diploma 52 54.20% No 6 6.30%
Racel/ethnicity Yes 90 93.80%
Papua 24 259, §10  Fast and responsive study program
, manager
Non Papua 72 75% No 8 8.30%
Religion Yes 88 91.70%
Christian 24 25% S11  Certainty of study program manager
Muslim 71 74% service
, No 7 7.30%
Others ! 1% Yes 89 92.70%
Based on Table 2, we find that respondents' average level of emotional $12  Care and attention of study program
intelligence is below the baseline (<18). However, in Table 3, it is found manager
that all respondents feel that the head of the study program, lecturers, and No 7 7.30%
education staff are very good at providing academic services. In addition, Yes 89 92.70%
we also found that almost all respondents perceived that the facilities were " .
feasible, easily accessible, and supportive of the learning process S13 Facilies and infrastructure to support
' y ’ pp P : the learning process
Table 2. Emotional intelligence. No 7 7.30%
Yes 89 92.70%
Code \Variable Mean SD S14  Accessibility of facilities and
EN Self-Awareness, Mean (SD) 16.1 3.25 Infrastructure
No 8 8.30%
El2 Self-Management, Mean (SD) 17.7 3.8 Yes 88 91.70%
EI3 Social Awareness, Mean (SD) 16.5 22.48 S15  Quality of facilities and infrastructure
El4 Relationship Management, Mean (SD) 16.7 21.36 No 6 6.30%
Yes 90 93.80%

Page 2 of 4



Ramdany R, et al.

Clin Schizophr Relat Psychoses, Volume 17: 1, 2023

Figure 1 shows that race/ethnicity, religion, and emotional intelligence
do not directly or indirectly affect the perception of satisfaction with
educational services (p-value>0.001).
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Figure 1. SEM analysis of the influence of race/ethnicity, religion, and emotional
intelligence on academic service satisfaction.

Discussion

Improving the quality of higher education is a necessity that must be
carried out by higher education providers, both higher educations organized
by the government and the community. The quality of education achieved so
far is not sufficient for college graduates. This can be proven by the weak
competitiveness of Indonesian university graduates in the international
arena.

In some universities, the role of lecturers is to provide satisfaction to
students inlearning so that the costs incurred by students are commensurate
with what is obtained. While the availability of learning facilities also affects
student satisfaction with the costs that have been incurred. Learning
facilities in universities should use better facilities because students are
figures who grow as individuals and have self-concept maturity, moving
from dependence. The maturity in question is the psychological maturity of
students as individuals who can direct themselves.

Encourage the emergence of psychological needs, namely the desire to
be seen and treated by others as a person who directs himself, not directed,
forced, or manipulated by others. Maturity level is one of the factors that
encourage students to give a perception of something they can feel while
being a student. Some students are quite happy with the situation they felt
while being a student, both in terms of the learning process, campus facilities,
the environment, and current campus life. However, some students feel less
or dissatisfied with the learning process, campus facilities, environment,
and campus life, so that dissatisfaction arises in them.

Students, in this case, can be said to be college customers with relatively
complex and diverse characteristics. Hence, customers are not only single
but have many parties with different factors or satisfaction criteria. One of
the customers at the university, in this case, a student, is more suitable
to be identified with the term stakeholder because it shows that there are
many customers with different satisfaction factors from one another. Other
types of higher education stakeholders include graduate users (end users),
society (social), as well as lecturers, and employees (employees).

Intellectual intelligence, emotional intelligence, and spiritual intelligence
are one of the factors that can affect the view of satisfaction. This study's
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results differ from previous studies, which found that emotional, intellectual,
and spiritual intelligence significantly affected performance [14]. This reason
may be answered through research [15] which suggests that satisfaction
has more to do with skills. In addition, it is corroborated by the research
results [16] that the perception of satisfaction will be high if the person has
high skills.

If we review again that skills appear when someone has the ability.
Skills can also involve intellectual skills [17] and these intellectual skills
appear when a person has sufficient knowledge.

One of the factors that cause loyal consumers is the result of customer
satisfaction. Consumer satisfaction has several dimensions, namely the
quality of service products, the convenience of procedures, and customer
support who are students [18]. This study found that almost all students
perceived satisfaction with the services of lecturers, education staff, learning
support facilities, and infrastructure. Moreover, this is not influenced directly
or indirectly by the tendency of religious factors, race, and emotional
intelligence.

Race, religion, and intelligence are psychological and psychological
factors, while perception is related to intelligence skills and abilities. A
study Skarupski et al. found that racial differences in life satisfaction were
almost non-existent [19]. However, at lower levels of spiritual experience,
older African Americans showed lower levels of life satisfaction than older
whites. This pattern suggests that spiritual experiences are a positive
source of enabling older African Americans to cope with decreased life
satisfaction and that lower spiritual experiences may be particularly harmful
to older African Americans' life satisfaction. This illustrates that, indeed, in
perceiving satisfaction in academic services, racial and religious differences
have no effect.

Conclusion

In this study, we found that race, religion, and emotional intelligence
have no direct or indirect relationship to perceptions of the quality of
university academic services. However, based on the literature that
has been discussed, we find that satisfaction is more influenced by skill
proficiency and intellectual ability factors. We suggest that universities can
increase the raw input of students with good intellect so that students and
institutions can simultaneously improve services and not only be charged
to institutions based on money. Future research can focus on the close
relationship between intellectual ability in perceived academic service
satisfaction.
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