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ABSTRAK

Analisa Kepuasan Wali Santri Pada Kualitas Layanan Di Asrama Al-
Hunnain Pondok Pesantren Darul’Ulum Jombang: Binti Mas’Adah : 3121046:
2025: 75 halaman: Program Studi Administrasi Bisnis: Fakultas Bisnis,Bahasa dan
Pendidikan: Universitas Pesantren Darul’Ulum Jombang.

Penelitian ini berfokus pada belum terukurnya secara sistematis persepsi dan
tingkat kepuasan wali santri terhadap layanan asrama, khususnya terkait
kenyamanan fasilitas, interaksi dengan pengurus, serta efektivitas komunikasi dan
pembinaan karakter santri.

Penelitian ini bertujuan untuk menganalisis tingkat kepuasan wali santri
terhadap kualitas layanan yang diberikan oleh Asrama Al-Hunnain Pondok
Pesantren Darul ‘Ulum Jombang. Dalam konteks pesantren modern, peran wali
santri sebagai mitra dalam pendidikan sangat penting, sehingga persepsi dan
kepuasan mereka terhadap pelayanan menjadi indikator keberhasilan pengelolaan
asrama. Penelitian ini menggunakan pendekatan kualitatif dengan teknik
pengumpulan data melalui wawancara, observasi, dan dokumentasi. Informan
terdiri dari wali santri, santri aktif, alumni, pengurus, dan pengasuh asrama.

Hasil penelitian menunjukkan bahwa sebagian besar wali santri merasa puas
terhadap layanan yang diberikan, khususnya dalam hal kenyamanan fasilitas fisik,
sikap pengurus yang ramah, serta program pembinaan karakter yang konsisten.
Namun, terdapat beberapa catatan pada aspek pencahayaan kamar mandi dan
komunikasi formal yang masih perlu ditingkatkan. Dengan demikian, penelitian ini
merekomendasikan peningkatan layanan secara berkelanjutan dan penguatan
sistem informasi bagi wali santri.

Kata Kunci: Kepuasan, Kualitas Layanan, Wali Santri, Asrama, Pondok Pesantren.
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ABSTRACT

Analysis of Santri Guardians' Satisfaction with Service Quality at Al-
Hunnain Dormitory, Darul’'Ulum Jombang Islamic Boarding School: Binti
Mas'Adah: 3121046: 2025: 75 pages: Business Administration Study Program:
Faculty of Business, Language and Education: Darul'Ulum Pesantren University
Jombang.

This research focuses on the lack of systematic measurement of the
perceptions and level of satisfaction of santri guardians of dormitory services,
especially related to the comfort of facilities, interaction with administrators, as well
as the effectiveness of communication and character building of santri.

This study aims to analyze the level of satisfaction of santri guardians with
the quality of services provided by the Al-Hunnain Dormitory of Darul 'Ulum
Jombang Islamic Boarding School. In the context of modern pesantren, the role of
santri guardians as partners in education is very important, so their perception and
satisfaction with services is an indicator of the success of dormitory management.
This research uses a qualitative approach with data collection techniques through
interviews, observation, and documentation. Informants consisted of santri
guardians, active students, alumni, administrators, and dormitory caregivers.

The results showed that most of the santri guardians were satisfied with the
services provided, especially in terms of the comfort of physical facilities, the
attitude of friendly administrators, and consistent character building programs.
However, there are some notes on aspects of bathroom lighting and formal
communication that still need to be improved. Thus, the researcher

Keywords: Satisfaction, Service Quality, Santri Guardians, Dormitory, Boarding
School.
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