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Abstract

This study aims to: 1) test and analyze the effect of Quality of Education Services and Infrastructure
Facilities on Satisfaction, 2) test and analyze the effect of Quality of Educational Services Community
Trust, 3) test and analyze the effect of Satisfaction on Public Trust, 4) test and analyze the effect of
Quality Education Services on Public Trust through Satisfaction, 5) test and analyze the influence of
Infrastructure on Public Trust through Satisfaction at the Az Ziyadah Islamic Boarding School, East
Jakarta. The research was conducted at the Az Ziyadah Islamic Boarding School in East Jakarta with a
research sample of 175 respondents. Sampling technique used is the Simple Random Sampling. The
data analysis method used is path analysis. The results of the study show that: 1) There is an influence
of Quality Educational Services and Infrastructure Facilities on Satisfaction. 2) There is an influence of
the Quality of Educational Services and Infrastructure Facilities on Public Trust. 3) There is an influence
of Satisfaction on Public Trust. 4) There is an influence of the Quality of Educational Services on Public
Trust through Satisfaction. 5) There is an influence of Infrastructure to Public Trust through Satisfaction
at the Az Ziyadah Islamic Boarding School, East Jakarta.
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I Introduction

In the development of education, it is undeniable that the existence of Islamic boarding schools
contributes quite well in the educational process. The need for religious knowledge is necessary in
the essential survival. The existence of Islamic boarding schools is expected to be able to provide a
source of positive energy for the lives of Muslims. Islamic boarding school is an educational
institution that has long developed in the community. With the existence of learning in Islamic
boarding schools, it can provide a special attraction for Muslims, especially the community around
the Az Ziyadah Islamic Boarding School. Trust according to Robbins and Judge (2008: 97) "Trust is
a positive expectation or expectation if other people or society believe in something not through

words, actions and policies and play an opportunistic role".
Az Ziyadah in its operations serves the community through the Salafiyah education system

which was established in 1933 using the sorogan, flockan, and halagoh systems, as well as studies
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with Malay-Arabic yellow books as a scientific curriculum. According to Kotler and Keller (2016:
156) "Service quality is the character of the product produced in an institution that is able to provide
satisfaction of stated or implied needs". Educational institutions as a legal entity in providing
educational services are required to provide maximum service. For this reason, the needs of the
community as the subject of educational services must be able to be understood by education
providers so that the output of education is in accordance with the demands of the community.

With the changing times that are always evolving, the process of teaching and learning activities
at the Az Ziyadah Islamic boarding school tries to balance with the changes that occur, both in the
learning process, teaching that is not boring and also balances with the existence of supporting and
adequate facilities and infrastructure. According to (Bafadal, 2014:2-3) "There are several kinds of
learning facilities, namely in terms of (1) whether they are used or not (2) moving or not when used
(3) their relationship to the teaching and learning process. While educational or learning infrastructure
can be classified into two types, namely: First, educational infrastructure that is directly used for the
teaching and learning process such as theory room, library room, skills practice room, and laboratory
room. The two educational infrastructures whose existence is not used for the teaching and learning
process, but can directly support the teaching and learning process, such as office spaces, canteens,
mosques, land, roads to schools, UKS, head offices of institutions, and vehicle parking spaces.

Satisfaction felt by the community is normal, because the sense of satisfaction felt by a person
will be expressed through feelings of pleasure and disappointment. According to Kotler quoted by
Tjiptono (2012:312) "Consumer or community satisfaction is the level of one's feelings after
comparing the performance (or results) that he perceives compared to his expectations".

In this case the author is interested in discussing the quality of services, facilities and

infrastructure on trust, because so far the findings have been discussed regarding the quality of
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services or infrastructure on satisfaction. As an endogenous variable, this belief variable is something
interesting to observe.

According to Sumarwan (2011:165) "Consumer (community) trust is consumer (community)
knowledge about an object, its attributes, and its benefits. Based on this concept, the knowledge of
consumers (society) is closely related to the discussion of attitudes.

The success of learning in schools is supported by the effective and efficient utilization of all
existing educational facilities and infrastructure. As stated in the Law on the National Education
System Number 20 of 2003 Article 45 concerning Educational Facilities and Infrastructure states that:
"Each formal and non-formal education unit provides facilities and infrastructure that meet
educational needs in accordance with the growth and development of physical, intelligence,
intellectual potential. , emotional, and psychological learners".

According to Bafadal, (2004:2) "Educational facilities are all equipment, materials, and
furniture that are directly used in the education process in schools, while educational infrastructure is
all basic equipment that indirectly supports the implementation of the education process in schools".

According to Kotler quoted again by Fandy Tjiptono (2012:312) "Consumer (society)
satisfaction is the level of a person’s feelings after comparing the performance (or results) he perceives

compared to his expectations”

Il.  Research Method
The research was conducted using quantitative methods, the research design used a
correlation between causal differences and the Explanatory Analysis approach, meaning that each
variable presented in the hypothesis would be observed by examining the casual relationship between
exogenous variables and endogenous variables. The relationship between variables can be described

in the form of a path analysis diagram. The population in this study is all guardians of students at the
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Az Ziyadah Islamic Boarding School, East Jakarta, which in this case represents the community,
which is 311. While the number of samples of the authors using the slovin formula is 175 respondents.
The sampling technique used is the Simple Random Sampling technique. The stages of data
processing in this research are classical assumption test with regression such as linearity test,
normality test, multicollinearity test, autocorrelation test and heteroscedasticity test, using SPSS

Version 25.

I1l. Discussion

This study aims to determine the effect of the quality of educational services and facilities and
infrastructure on public trust in the Az Ziyadah Islamic boarding school in East Jakarta with

satisfaction as a mediating variable. The interpretation of the effect can be seen as follows:

The Influence of Service Quality and Infrastructure on Satisfaction

Based on the description analysis of the service quality variable, it shows that the indicators
of reliability and assurance as well as certainty contribute to the formation of the service quality
variable, namely the teachers in the Az Ziyadah Islamic Boarding School environment have teaching
reliability that is tailored to the subject and teacher background, so they are very supportive in

providing assurance as well as certainty.

Based on the description analysis of infrastructure variables, it shows that the indicators of
the functioning of classroom and laboratory facilities have the greatest impact on the formation of
infrastructure variables, namely students and teachers in the Az Ziyadah Islamic Boarding School
environment in the process of teaching and learning activities (KBM). Based on the analysis of the

description of the satisfaction variable, it shows that the indicators of the customer satisfaction survey
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contribute to the formation of the satisfaction variable, namely the students and the community in the

Az Ziyadah Islamic Boarding School environment receiving suggestions and constructive criticism.

Based on the results of the path analysis above, it shows that the quality of services and
infrastructure contributes to satisfaction at the Az Ziyadah Islamic Boarding School. The results of
this study are in line with the results of research conducted by Fajariah (2019), Elrado, Kumadji, and
Yulianto (2014), Osman and Sentosa (2013), where the results showed that the quality of services

and infrastructure had an impact on satisfaction.

The Influence of Service Quality and Infrastructure on Public Trust

Based on the description analysis of the community trust variable, it shows that the indicator
of virtue has the greatest impact on the formation of the community trust variable, namely the students
and the community in the Az Ziyadah Islamic Boarding School environment in trusting each other in
the process of teaching and learning activities. Based on the description analysis of the service quality
variable, it shows that the indicators of reliability and assurance as well as certainty contribute to the
formation of the service quality variable, namely the teachers in the Az Ziyadah Islamic Boarding
School environment have teaching reliability that is tailored to the subject and teacher background,

so they are very supportive in providing assurance as well as certainty.

Based on the description analysis of infrastructure variables, it shows that the indicators of the
functioning of classroom and laboratory facilities have the greatest impact on the formation of
infrastructure variables, namely students and teachers in the Az Ziyadah Islamic Boarding School

environment in the process of teaching and learning activities (KBM).

Based on the results of the path analysis above, it shows that the quality of services and
infrastructure contributes to public trust in the Az Ziyadah Islamic Boarding School. The results of
this study are in line with the results of research conducted by Fajariah (2019), Pramana & Rastini

(2016), Elrado, Kumadji, Sinaga & Mely (2016), Zehir, Azize, Hakan, & Mehtap (2011),
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Esmaeilpour, Sayadi, and Mirzaei (2017), Ahranjani (2015), Nugraha (2021), Bakar Saad (2016),
where the research results show that the quality of services and infrastructure has an impact on public

trust.

The Effect of Satisfaction on Public Trust
Based on the description analysis of the satisfaction variable, it shows that the indicators of

the customer satisfaction survey contribute to the formation of the satisfaction variable, namely the
students and the community in the Az Ziyadah Islamic Boarding School environment receiving

suggestions and constructive criticism.

Based on the description analysis of the community trust variable, it shows that the indicator
of virtue has the greatest impact on the formation of the community trust variable, namely the students
and the community in the Az Ziyadah Islamic Boarding School environment in trusting one another

and each other in the process of teaching and learning activities.

Based on the results of the path analysis above, it shows that satisfaction contributes to public
trust in the Az Ziyadah Islamic Boarding School. The results of this study are in line with the results
of research conducted by Fajariah (2019), Elrado, Kumadji, and Yulianto (2014), Nugraha (2021),

Bakar Saad (2016), where the results of the study show that satisfaction has an impact on public trust.

The Effect of Service Quality on Public Trust through Satisfaction

Based on the description analysis of the service quality variable, it shows that the indicators
of reliability and assurance as well as certainty contribute to the formation of the service quality

variable, namely the teachers in the Az Ziyadah Islamic Boarding School environment have teaching
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reliability that is tailored to the subject and teacher background, so they are very supportive in

providing assurance as well as certainty.

Based on the analysis of the description of the satisfaction variable, it shows that the indicators
of the customer satisfaction survey contribute to the formation of the satisfaction variable, namely
the students and the community in the Az Ziyadah Islamic Boarding School environment receiving

suggestions and constructive criticism.

Based on the description analysis of the community trust variable, it shows that the indicator
of virtue has the greatest impact on the formation of the community trust variable, namely the students
and the community in the Az Ziyadah Islamic Boarding School environment in trusting one another

and each other in the process of teaching and learning activities.

Based on the results of the path analysis above, it shows that service quality contributes to
public trust through the satisfaction variable at the Az Ziyadah Islamic Boarding School. The results
of this study are in line with the results of research conducted by Fajariah (2019), Elrado, Kumadji,
and Yulianto (2014), Nugraha (2021), Bakar Saad (2016), where the results of this study shows that

service quality has an impact on public trust through the satisfaction variable.

The Effect of Infrastructure on Public Trust through Satisfaction

Based on the description analysis of infrastructure variables, it shows that the indicators of the
functioning of classroom and laboratory facilities have the greatest impact on the formation of
infrastructure variables, namely students and teachers in the Az Ziyadah Islamic Boarding School
environment in the process of teaching and learning activities (KBM). Based on the results of the
path analysis above, it shows that infrastructure contributes to public trust through the satisfaction
variable at the Az Ziyadah Islamic Boarding School. The results of this study are in line with the

results of research conducted by Fajariah (2019), Elrado, Kumadiji, and Yulianto (2014), Osman and
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Sentosa (2013), Nugraha (2021), Bakar Saad (2016), where the results showed that the infrastructure
has an impact on public trust through the satisfaction variable.

Conclusion

Based on the results of research on the effect of the quality of educational services and facilities
and infrastructure on public trust in the Az Ziyadah Islamic boarding school in East Jakarta with
satisfaction as a mediating variable, the following conclusions can be drawn:
1. Based on the results of the research and discussion that have been carried out, it is found that there
is a positive and significant relationship or relationship partially (alone) or simultaneously (together)
between the quality of services and infrastructure on satisfaction. The relationship can be seen in the
form of a positive and significant influence of the two (2) variables. The results of this study have
also been able to prove the proposed hypothesis, namely the quality of services and infrastructure has
a contribution and influence on acceptable satisfaction.
2. Based on the results of the research and discussion that have been carried out, it is found that there
is a positive and significant relationship or relationship partially (alone) or simultaneously (together)
between the quality of services and infrastructure on trust. The relationship can be seen in the form
of a positive and significant influence of the two (2) variables. The results of this study have also
been able to prove the proposed hypothesis, namely the quality of services and infrastructure has a
contribution and influence on acceptable trust.
3. Furthermore, based on the data analysis and discussion that has been done, it is found that there is
a positive and significant influence between the satisfaction variable and the trust variable. The results
of this study have also been able to prove the proposed hypothesis, namely that satisfaction has a
significant contribution and effect on acceptable trust.
4. Based on the results of research and discussions that have been carried out, it is found that there is

a positive and significant relationship or relationship between the service quality variable and the
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trust variable through the satisfaction variable. This effect can be seen from the number of
multiplication results and the total path coefficient value of the service quality variable on the trust
variable through the satisfaction variable. The results of this study at the same time have proven that
the satisfaction variable functions as an intervening variable and has succeeded in mediating the effect
of the service quality variable on trust.

5. Based on the results of research and discussions that have been carried out, it is found that there is
a positive and significant relationship or relationship between the infrastructure variable and the trust
variable through the satisfaction variable. This influence can be seen from the number of
multiplication results and the total path coefficient value of the infrastructure variable on the trust
variable through the satisfaction variable. The results of this study have also proven that the
satisfaction variable functions as an intervening variable and has succeeded in mediating the effect of

the infrastructure variable on trust.
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