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Abstract 

The development of the era demands the development of a better and less pragmatic and simplistic 
mindset and way of teaching in conveying science to its students. The university should now be able 
to change its paradigm as a site like a company engaged in services offering better service to its 
customers. It is a quantitative research using a questionnaire model. It analyzes the influence of 
lecturer competency on student satisfaction levels both directly and through the quality dimensions of 
services. It also analyzes the most dominant competencies as lecturer competencies. The conclusions 
that can be drawn from the holding of this research is the ability of the lecturer has an important 
influence on student satisfaction, the lecturer ability has a significant impact on the level of student 
satisfaction through the dimension of service quality. Meanwhile, social competence has the most 
dominant role in shaping the lecturer's competence. It is expected that the results of this study can be 
considered by lecturers so that they can always develop themselves in order to function more fully. 
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1. Introduction  

 The higher education level is the continuity of secondary education. The existence of 
this level aims to make students become a part of society with professional abilities that 
come from academic experience, who could implement, develop, and create innovation in 
science, technology, and art. The higher education sector is playing an essential role in 
developing the economy of almost every nation (Ali et al., 2016; Baragash & Al-Samarraie, 
2018). In the world of education, mostly higher education, tertiary institutions must provide 
students with a platform to excel and develop their potential and abilities. In short, the 
achievement is the human ability to develop himself into a better person. One way to become 
a better person is through the educational process. Higher education will be beneficial to 
provide more specific knowledge and abilities. We cannot acquire detailed knowledge in high 
school. However, when someone decides to study at university, things related to science will 
be more transparent and more understandable. Therefore, universities provide better 
expertise in knowledge and abilities.  

Multiple aspect that needed to be payed attention by lecturer is not far from 
implementation of basic concept of social learning theory (Bandura, 1977; Lubguban, 
2020).These aspects become essential to forming their protégé to reach goal of learning 
session. Because of its importance, professional teaching competences of teacher or lecturer 
is needed in the classroom. Not opposite from these theory, Indonesia Government who has 
national aspirations to educate the nation’s children sets basic standards for the teaching 
force as mentioned in the previous paragraph. Ability to manage protégé and mastering 
learning material are to make students could adapt and interpreted object or phenomenon 
around base on what they are studied, this include in the cognitive factor. Competence is 
important for the individual as an employee in carrying out the duties and responsibilities as 
an in doing the job. Through knowledge, skill, mastery, professionalism and experience 
provide a meaningful and tangible sense on job satisfaction (Renyut et al., 2017; Sunengsih, 
2015). A noble character that must be have by lecturer is to give a good example for their 
protégé to imitate it into personal behavior, this include in the behavioral factor. Meanwhile, 
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lecturer’s social ability to be part of society to give motivation for protégé to able return to the 
community, this include into environmental factor.  

The problem that raise up in the developing country such as Indonesia, many 
lecturers or academicians have not paid attention to the above problems. They think only of 
teaching and are practical. The student's conceptualized as a “knowledge recipient”, teacher 
as a direct transmission of knowledge to them (Fauth et al., 2019). Even their way of 
teaching does not change from time goes by. They are lack of creativity and innovation. Even 
if there are changes, they are not fundamental though science continues to develop along 
with the times and levels of human thought. Evidences show that the level of lecturer 
intelligence in one area is not directly proportional to his ability to present it proportionally to 
the students. As a consumer of university service products, this will have an impact on 
student satisfaction. As a measurement service quality provided must be in accordance with 
customer expectations (Tjiptono & Chandra, 2011). The satisfaction feeling of customers 
occurs when the customers felt their expectations fulfilled consider the price has been paid 
(Chandra et al., 2018). They should conduct massive market surveys in order to identify the 
particular needs and wants of the customers in this industry (Chuni et al., 2019). In this 
context, education service quality is an important factor influencing student satisfaction, then 
it will turn an institutional image (Ali et al., 2016). Good service quality drive satisfy of 
students, they will loyal to the university (Nguyen et al., 2020). The university’s service 
quality that attain the requirements and needs of students and their expectations have better 
potential to build a strong relationship with student satisfaction (Dhar & Sikder, 2018). 

As a professional, lecturers are required to be a virtuous human, healthy, 
knowledgeable, capable, creative, independent, democratic, and responsible for having a 
high quality of good characters (Maba, 2017; Maba & Mantra, 2018). The competency-based 
education implementation remains challenging for educators due to rapid education changes 
each year and differs strongly between educational programs (Struyven & De Meyst, 2010; 
Sturing et al., 2011; van Griethuijsen et al., 2019). This formed from knowledge, skills and 
work attitude. The competence is equivalent to the rank of someone most uncommon skill, 
given that the respondent also possess all or most of the other skills with lower rankings 
(Bech-Larsen & Tsalis, 2018). Lecturers must have adequate reference books and other 
academic supports. They must also have the ability to read, observe, research, and discuss 
and be sensitive to contemporary issues. Not only possess specific knowledge, but lecturers 
must also develop skills to allow that knowledge to solve specific problems in various 
conditions (Romanovtseva, 2016). The lecturer's basic competence as a teacher is to 
manage education in the environment development possible to achieve core competencies 
(Zvyagin, 2017). A person is said to be competent in his field if his knowledge, skills and 
attitudes, as well as his work results are in accordance with the institutional standards. 
Lecturers in the university certainly have competency standards determined by the campus 
because competence determines the development of learning. A lecturer can also hone 
these skills by creating a learning community. Professional learning communities have 
emerged as the most widely believed and the best means of continuously improving teaching 
instruction and student performance (Schmoker, 2012). 

As a service provider for education, higher education is required to provide services 
that satisfy customers. The ultimate purpose of performing quality service to consumers is to 
ensure each of them are satisfied with the service experience (Alnazer, 2013). Improvement 
of service quality of institution is compulsory (Chandra et al., 2018). Customer satisfaction 
compares people's impressions of product performance (or results) and expectations, which 
is a person's sense of pleasure or disappointment (Kotler, 2012). In higher education, 
customer satisfaction begins with expectations of the quality of teaching staff or lecturers 
(Helgesen & Nesset, 2007). The results of other studies indicate that the quality of lecturers 
has a significant impact on student performance (Tella, 2007). Experienced teachers seem to 
be more effective in teaching basic mathematics and reading in middle schools (Harris & 
Sass, 2011). The more experienced teachers' priorities are to develop creative potential and 
reveal students' capabilities and possibilities through position considerably enhance the 
chance of his being included in the "children's play society" and allows the development of 
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each student (Legankova & Nedvetskaya, 2016). Competence-based education positively 
affects pupils' satisfaction with education quality, guidance, and develop interpersonal skills 
(van Griethuijsen et al., 2019). 

In the learning process, pedagogic, professionalism, personality, and social 
competencies are critical for lecturers to achieve learning success. However, in reality, social 
competence in current learning lecturers does not pay attention to it. Exact reality showing 
that the level of intelligence of a lecturer in one area is not directly proportional to his ability to 
present it proportionally to the students. This is often found in the learning process and 
shows that the interaction between lecturers and students is less effective and efficient in the 
learning process. This will have an impact on the student satisfaction of universities as 
consumers of service products. The higher the competence of human resources will 
increasingly increase customer loyalty (Megawati et al., 2018). Research reveals that teacher 
competence has an essential effect that can explain educational quality in Norway (Baumert 
et al., 2010; Hannås, 2020; Shulman, 1986). Social competence refers to lecturers' ability to 
effectively communicate and integrate with students, other educators, educators, 
parents/guardians, and the surrounding community.  

This study provides originality issues about importance of lecturer mastery level in 
their field of specialization. It is a key of strengthening education quality that will drive student 
satisfaction on study into a higher level. This issue has been elevated, considering there is 
only a few research universities in the developing country. This research brought expectation 
to the university, especially lecturers, for increasing the capacity and capability to answer 
education challenge time goes by. From the background issue, the main problems to discuss 
in this study are how the competence of lecturers directly affect student satisfaction level, 
indirectly through the dimensions of service quality, and define the most dominant role 
competencies in shaping lecturer competency assessments. This study besides contributing 
to literacy is expected to provide a perspective on its importance of lecturer competence and 
strengthen quality for student satisfaction in the developing country. Student satisfaction 
becomes the basis for easier shaping good nation’s next generation in developing countries 
such Indonesia. 
 

2. Method 

 A quantitative methods approach used in this research. This method is a method of 
quantitative data and objective statistical data obtained through scientific calculations. These 
data come from a population or sample of residents who are asked to answer any survey 
questions to determine the frequency and percentage of their responses (Creswell & 
Creswell, 2018). The author uses primary data that is processed as a study result. In this 
study, the researcher obtained the primary data through the results of a questionnaire 
provided to the students in the survey by filling in a total sample of 500 respondents in the 
questionnaire. All students currently pursuing D3, S1, S2, and S3 education are set up as a 
population considered to fit the theoretical framework. The samples used in this study were 
students who became respondents in the study by filling out a questionnaire given with a 
total sample of 500 respondents. The questionnaire instrument was adopted and developed 
from previous research to synchronize with the current research topic. 

In this study, the metric used was the Likert scale. In this study, social phenomena 
have been specifically determined by researchers and are referred to as research variables 
hereinafter. Likert scale as a guide to transforming respondents' answers of each statement 
of in the variable into a variable index. Then, use the indicators to arrange tool items, which 
can be statements or questions. Each tool's answer uses the Likert scale consists of five 
statements that show strongly agree on symbolled by value “5” until strongly disagree 
symbolled by value “1”. This symbolization shows directions of respondents' psychological 
agreement response of one item issue presented by researchers. It can positively respond or 
negative responses that can be expressed in the choices. This study's data analysis method 
is based on a variant structural equation model (SEM) analysis method, namely partial least 
squares (PLS). 
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3. Result and Discussion 

Results 
Respondent Demographics Data 

The demographics of the respondents from the students who participated in this 
study are presented in Table 1. 
 
Table 1. Respondent Demographics Data 

No. Aspect/Dimension Quantity Percentage 

1 Gender 
 Male 367 73.40 % 
 Female 133 26.60 % 

2 Age 
 < 20 Years 41 8.20 % 
 20 – 25 Years 103 20.60 % 
 >  25 Years 356 71.20 % 

3 Education Level 
 D3 41 8.20 % 
 S1 187 37.40 % 
 S2 249 49.80 % 
 S3 23 4.60 % 

4 University Status 
 State University 198 39.60 % 
 Private University 302 60.50 % 

5 University Location 
 Java 295 59.00 % 
 Non-Java Island 199 39.80 % 
 Foreign Country 6 1.20 % 

 

Measurement Model Evaluation  

The reflection index that shows the validity of latent variable can be done with 
correlate index score and the construction score. PLS result show as in Table 2. 
 
Table 2. Outer Loadings 

 Lecture 
Competency (X1) 

Service Quality 
Dimension (X2) 

Student 
Satisfaction (Y) 

Pedagogic 0.892   
Professional 0.880   
Personality 0.939   
Social 0.948   
Reliability  0.904  
Responsiveness  0.776  
Assurance  0.934  
Empathy  0.889  
Tangible  0.855  
Satisfaction   1.000 

 
If the loading value of the correlation is greater than 0.5, it can be said that the validity 

of the convergence is satisfied. The output shows that the loading factor value is> 0.5. 
Therefore, result reflection index per indicator shows the value that reached convergence 
validity. 
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Table 3. Cross Loadings 

 Lecture 
Competency (X1) 

Service Quality 
Dimension (X2) 

Student 
Satisfaction (Y) 

Pedagogic 0.892 0.566 0.553 
Professional 0.880 0.870 0.832 
Personality 0.939 0.632 0.570 
Social 0.948 0.710 0.650 
Reliability 0.758 0.904 0.828 
Responsiveness 0.637 0.776 0.695 
Assurance 0.734 0.934 0.900 
Empathy 0.650 0.889 0.790 
Tangible 0.620 0.855 0.724 
Satisfaction 0.734 0.934 1.000 

 
The discriminant validity principle rule states each indicator with a value of load factor 

above the value of the structure's load factor could be said as valid discriminately. The table 
shows that each indicator's loading factor has the highest value for the intended construct 
compared to the loading factor value for other constructs. Therefore, based on Table 3, all 
indicators show discriminant validity fulfilled.  
 
Table 4. Output Construct Reliability 

 Cronbach's alpha Composite reliability 

Lecture Competency 0.936 0.954 
Service Quality Dimension 0.921 0.941 
Student Satisfaction 1.000 1.000 

 
Meanwhile, the reliability of the instrument fulfilled if the composite reliability value of 

each latent variable greater than value 0.7 and Cronbach's alpha reach than 0.7 more. Table 
4 shows that the Cronbach's Alpha and Composite Reliability values of all latent variables in 
this study are> 0.7. From the result shows in Table 4 latent variables are reliable. 

 

Structural Model Evaluation 

This evaluation to do with the R-squared value analytic. This method is used to 
measure variability. R-squared change is specifically used to assess specific independent 
variables' strength relation into a specific dependent variable. The R-squared value of the 
service quality dimension is 0.610, indicating that 61% of the service quality dimension is 
affected by the ability of the lecturer. The remaining factors are affected by other variables 
not measured in this study. The R-squared value of student satisfaction is 0.872, indicating 
that 87.2% of student satisfaction is affected by the ability of the lecturer. The remaining 
factors are affected by other variables not measured in this study. 
 

Significance Test 

The hypothesis test is performed with the process of bootstrap aim to gain a solid 
picture of the relationship between exogenous on endogenous variables, as shown in Table 
5. 

 
Table 5. Output Bootstrapping 

 Original 
Sample 

Std. Dev t Statistic  P value 

Lecturer competence → 
service quality 
dimension 

0.781 0.018 43.588 0.00 

Lecturer competence → 0.734 0.023 31.722 0.00 
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 Original 
Sample 

Std. Dev t Statistic  P value 

student satisfaction 
Service quality 
dimension → student 
satisfaction 

0.926 0.035 26.742 0.00 

 

Hypothesis test 

The T table value with a confidence level of 95% (α is 5%) and degrees of freedom 
(df) = n-2 = 500-2 = 498 is 1.647. The hypothesis test for each latent variable shows as 
follows: (1) First, based on the results of the significance test in Table 5, the t statistic for the 
variable of lecturer competence on student satisfaction is 31.722 > t-table (1.647). Then, the 
first hypothesis in the study is accepted. This means that the ability of the lecturer has a 
significant impact on student satisfaction. (2) Second, by calculating the Sobel formula, the 
indirect influence of the instructor's ability on the level of student satisfaction is tested through 
the dimension of service quality. Table 10 shows the path coefficient and standard deviation 
(a) of the relationship between the instructor's ability and the dimension of service quality (a) 
and the relationship between the dimension of service quality and student satisfaction (b) as 
shown in Table 6. 
 
Table 6. Path Coefficient and Standard Deviation 

Lecturer competence → service quality 
dimension  

Service quality dimension → student 
satisfaction 

A 0.781 B 0.926 
Std. Dev a (Sa) 0.018 Std. Dev b (Sb) 0.035 

 
The t count of the performance motivation variable is 22.600> t table (1.647). By 

looking at the t count> t table, we can know that the ability of lecturers has a significant 
impact on the level of student satisfaction through the dimension of service quality. 
Therefore, the second hypothesis of this study is accepted. 

 
Discussion 

Consumers satisfaction tightly relate to marketing strategic to draw them using one 
specific product from entity. Almost recent study discuss about consumers satisfaction in 
business world (Aisyah, 2018; Hammoud et al., 2018; Megawati et al., 2018). As a 
measurement service quality provided must be in accordance with customer expectations 
(Tjiptono & Chandra, 2011). The satisfaction feeling of customers occurs when the 
customers felt their expectations fulfilled consider the price has been paid (Chandra et al., 
2018). The change pattern of the Customers, a significant shift has been observed in the 
demands and expectations of the customers through service. Knowing the level of the 
satisfaction apparent by the services consumers can be an advantage in the future by 
making more appropriate services or changing the way personnel communicates with the 
consumers (Asnawi et al., 2019). The satisfied customers share their positive experiences 
with others and become the source of word-of-mouth advertising. In different perspective, 
unsatisfied customers share negative word-of-mouth and more likely switch to other products 
or services (Aisyah, 2018). 

Product that provide by entity not only in the form of things, but it could be service 
that presented to others. Education service provide by school or campus become a simple 
form of the consumer product delivery mechanism, which is none other than the student. The 
major education problem that often highlighted in the developing country such as Indonesia 
is that a lot of lecturers or academicians have not paid attention their teaching competence. 
They forgot to improve their creativity and innovation even though there are changes. 
Evidences show that lecturer intelligence level in one area to another is not directly 
proportional ability to present it to the students. As a consumer of university service products, 
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this will have an impact on student satisfaction. Study about academic matters it so unwell 
know by broad people, but there’s some study founded  elevated topic about education field 
such (Mulyono et al., 2020; Razinkina et al., 2018). Unfortunately, there is no study that try to 
present it in developing country such Indonesia. Student satisfaction as an element of 
monitoring the quality of education in innovative higher education institution, this crucial 
matter to triggering better human resources in Indonesia. 

From result that already show in previous section, lecturer’s competency become 
essential to give student learning experiences satisfaction. As theorized, lecturers' 
competence predicts student satisfaction of lecturing (Opatha, 2020). The lecturer's basic 
competence as a teacher is to manage education in the environment development possible 
to achieve core competencies (Zvyagin, 2017). Lecturer must have the ability to read, 
observe, research, and discuss and be sensitive to contemporary issues. Competence is 
important for the lecturer as university employee in carrying out the duties and 
responsibilities as an in doing the job. Through knowledge, skill, mastery, professionalism 
and experience provide a meaningful and tangible sense on job satisfaction of employees 
(Renyut et al., 2017). When a provider delivers service, understanding and adhering to the 
context of a consumers situation with a complex combination of knowledge, attitudes, and 
skills (Hudak et al., 2018). Not only possess specific knowledge, but lecturers must also 
develop skills to allow that knowledge to solve specific problems in various conditions 
(Romanovtseva, 2016). Someone that can be said competent when his or her knowledge, 
skills and attitudes, as well as his work results are in accordance with the institutional 
standards. Student satisfaction as an element of education quality monitoring in innovative 
higher education institutions Professional learning communities have emerged as the most 
widely believed and the best means of continuously improving teaching instruction and 
student performance (Schmoker, 2012).  

When lecturer has enough competence on specific field, it will show lecturer 
individual teaching quality to the students. It shows on the result that quality of lecturer would 
raise up when lecturer competency also raising up in line with students’ satisfaction. 
Competencies possessed by each employee of the company could provide good service to 
customers (Harahap et al., 2020). Service quality emphasizes the aspects of the final result 
(service products) and the quality of human resources, the production process and the 
environment (Goetsch & Davis, 2016). The ultimate purpose of performing quality service to 
consumers is to ensure each of them are satisfied with the service experience (Alnazer, 
2013). Customer satisfaction compares people's impressions of product performance (or 
results) and expectations, which is a person's sense of pleasure or disappointment (Kotler, 
2012).  If consumers' quality of service is below their needs and expectations, they are not 
satisfied and disappointed. Therefore, they will stop dealing with service providers. University 
as management must ensure that customer meets there’s expectation through the quality 
service (Kharde & Chaudhari, 2019). The staff instantly need to address the quality of their 
services and how the user satisfaction can be improved (Afthanorhan et al., 2019). 

Students are categorized as customers because they have paid for educational 
services to study. This is also accompanied by the educational process's expectations, such 
as services, facilities, quality of lecturers, and leadership. Lecturers in the university certainly 
have competency standards determined by the campus because competence determines 
the development of learning. A lecturer can also hone these skills by creating a learning 
community. If lecturers provide more information/explain in one direction without the 
intonation of a voice the students are rarely allowed to express their free opinions and ask 
questions. As a result, students become passive and cause the learning process to be less 
enjoyable. The level of intelligence of a lecturer in one area is not directly proportional to his 
ability to present it proportionally to the students. This is often found in the learning process 
and shows that the interaction between lecturers and students is less effective and efficient 
in the learning process. This have an impact on the student satisfaction of universities as 
consumers of service products. With social intelligence, teachers will find it easier to manage 
a class and learning process, as a lecturer is required to be a central figure who is strong and 
authoritative, but still friendly (Syah, 2013). 
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4. Conclusions and Suggestions  

The results of the research on the level of the instructor's mastery as an indicator of 
student satisfaction show that: One kind. The ability of the lecturer has an important influence 
on student satisfaction. The lecturer's ability significantly affects student satisfaction level 
through the dimension of service quality. Social competence is the competency that has the 
most dominant role in shaping the lecturer competence assessment. Without prejudice to the 
conclusions made, this manuscript provides some relatable recommendations such as 
improving lecturer competence is necessary to improve student satisfaction as service users 
for services provided by the university. Even though improving lecturer competence is pricy, 
its human and financial investment creates the lecturer's social reform as a teacher and 
academia. Efforts to improve services need to pay attention to various aspects related to the 
dimensions of service quality so that service improvement becomes more focused. As the 
main component of the lecturer's ability, the social ability focuses on attention and other 
ability elements to improve university lecturers' quality as educators. Efforts to meet students' 
interests and satisfaction need to be done through evaluation of service performance through 
requests for feedback from students. An evaluation is carried out measured by service 
attributes to determine the weakness or insufficiency of the learning process's service 
performance. 
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