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ABSTRACT

This research focused on the holistic governance of private universities, with the objective of determining the
factors that facilitate the holistic governance of Indonesian private universities, as well as describing the
influence between Total Quality Management (TQM) indicators that are supporting activities (non-academic)
based on the level of satisfaction of customers (tangible, empathy, reliability, responsiveness, and assurance)
were elaborated with primary (academic) activities based on higher education quality assurance determined by
the National Accreditation Board for Higher Education in Indonesia (IAPT 3.0) which was identified as a
variable Private University Performance.

This research revealed an impact of Service on Holistic Governance and Strategy, as well as the impact of
Performance on Holistic Governance of Private Universities in Indonesia. Such a study is significant for several
findings, including that a value creation strategy is a supporting factor for services in improving holistic
governance through continuous improvement efforts, that unity of purpose and organization, empowerment of
human resources, and uniqueness of services are the dominant factors that affect holistic governance of higher
education institutions. Private Higher Education in Indonesia should be carried out in a comprehensive,
inclusive approach, prioritizing service and customer satisfaction, having quality standards (academic and non-
academic) as the primary and supporting activities, planning that is aligned with the institution's vision and
mission, involving all elements of the academic community (participatory), collaborative, and contains better
value creation from aspects of positioning, recognition, reputation, efficiency, effectiveness, increased use of
technology, and customer/social oriented.
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Background

Education is one of the attempts to educate a country's life, and the existence of a nation is the foundation of a
nation's and state's future life. Some education practitioners even claim that it has evolved into a very good
service industry that has abandoned the term “crisis."”

The World Trade Organization essentially indicates that education is one of the ratified service trade sectors,
which are classified into 12 sectors according to the WTO categorization, including the education sector.
Government Regulation No. 60 on Higher Education, released in 1999, regulates the Indonesian higher
education system as the official institution in authority of educating students in accordance with existing
education goals [1] [2].

The contemporary private university management model may be compared to the service business model in its
development. Management of educational institutions, including management of other economic institutions,
must be properly presented, and with an emphasis on quality of education as a "service product" to be realized
(1] [3].

Internal stakeholders in private universities include students, professors, employees, foundations, suppliers, and
other educational institutions. Meanwhile, the university's external stakeholders include the government,
professional organizations, and other social groups. In Indonesia, a total of 4,444 universities are administered
by the government through state universities and by the community through private institutions.

The private higher education service industry is currently witnessing intense competition. Conceptually, the
service industry arises as a consequence of rapid changes in other factors, such as political changes related to
globalization and new technological changes, which directly increase competition in the education service
industry, requiring professional management in university administration [4]. The management of higher
education institutions, particularly private universities, derives the main of its income from students. According
to the American Institute of Fiscal Studies (AIFS), therefore the key to success in establishing sustainability is
higher education governance [5][6]. Indeed, several countries have succeeded in turning educational activities
into a source of foreign exchange [6][7]], as indicated by the growing number of international universities in
Indonesia [8][9].
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As a result of several quality-improvement regulations, the number of private institutions in Indonesia is
declining (table 1). Various management methods for educational institutions have been associated with service
business models that must be managed professionally while maintaining prioritizing the quality of education as
a "service product.” Private universities are under effort to generate the number of students (in order to ensure
the sustainability of their operations) while also improving the quality and standards of education services [1].
This is the challenge for private institutions in terms of generating excellence and competitiveness through
supporting quality, creativity, and innovation. [1] conducted a study on students' perceptions of educational
service delivery performance, special abilities, competitive advantage, and student confidence at South
Sumatera-area private universities. The research found a relationship between service quality standards,
particularly those relevant to academic services, and human resources.

The importance of a strong link and match with the world of industry and business is also an important
component in ensuring the quality and level of education. This circumstance also provides as the incentive for
redesigning the university management structure with a new paradigm that is integrated on a continual basis
based on performance indicators indicated in quantity and quality [10][11[12]. Therefore, Private universities
must increase their investment in human resources, physical facilities, and infrastructure, as well as strengthen
the commitment of the whole academic community, including achieving national quality and accreditation
standards. As a result, the implementation of quality management in education should focus on empowerment in
order to enable all information/communication inside an institution [13]. It is anticipated that these features
would be coherent with the TQM function, which prioritizes improving customer/stakeholder trust through the
services provided.

Table 1. The Development of Private Universities in Indonesia

PROVINCE YEAR
2015 2016 2017 2018 2019

Aceh 107 108 m 102 109
North Sumatera 266 267 273 240 243
West Sumatera 100 102 100 100 105
Riau 75 77 78 79 81
Jambi 38 39 40 38 39
South Sumatera 106 104 104 106 108
Bengkulu 16 18 16 17 19
Lampung 78 77 81 82 85
Bangka Belitung 15 16 16 16 18
Riau Islands 30 31 31 34 36
DKI Jakarta 315 318 315 291 295
West Java 381 380 385 389 401
Central Java 248 256 271 263 272
DI Yogyakarta 106 108 106 106 110
East Java 329 328 320 337 354
Banten 109 118 121 117 119
Bali 57 61 63 59 63
West Nusa Tenggara 33 54 55 54 55
East Nusa Tenggara 50 52 52 33 57
West Kalimantan 43 44 44 46 50
Central Kalimantan 22 22 23 25 26
South Kalimantan 46 46 46 46 4%
East Kalimantan 54 50 51 52 57
North Kalimantan 5 7 8 9
North Sulawesi 49 52 49 51 55
Central Sulawesi 34 35 34 34 35
South Sulawesi 206 213 209 206 210
Southeast Sulawesi 37 38 37 38 40
Gorontalo 13 13 13 14 15
West Sulawesi 17 17 16 17 18
Maluku 26 27 27 27 30
North Mahiku 16 17 17 18 19
West Papua 22 19 19 19 21
Papua 40 42 41 45 48
Indonesia 3104 3154 3171 3129 3251

Source: PDDIKTI The Republic of Indonesia's Ministry of Education 2020



This study investigated the strategy of determining aspects related to trust, quality, and competitive advantage
through a study of unique abilities and higher higher education services, which combines two elements. The
Total Quality Management (TQM) approach is commonly used in most institutions by elaborating the Higher
Education quality assurance system approach set by the National Accreditation Board for Higher Education
(IAPT 3.0)2 and incorporating the Value Creation element as a reinforcing factor of the strategy to be
implemented by private universities. These components are then examined and evaluated, primarily to assess
the link between each variable, after which a complete and integrated measuring system that meets the
commercial and academic goals of university management is established.

Literature

Every environmental change must be documented since an organization's effectiveness is defined by its ability
to adapt to these changes. All adjustments result in an increase in organizational effectiveness, with the purpose
of maximizing the organization's capacity to respond to external changes and changes in organizational
members' behaviour [15][22]. Based on [17][18], there are two factors that drive change, namely external
factors such as technological changes and the increasingly integrated international economy as well as internal
organizational factors which include two main things, namely (1) changes in organizational hardware (hard
system tools) or commonly referred to as structural changes, which includes changes in strategy, organizational
structure and systems as well as (2) changes in organizational software (soft system tools) or cultural changes
which include changes in human behavior in organizations, human resource policies and organizational culture.

Every change cannot select only one structural or cultural factor to improve as a variable, but both aspects must
be addressed simultaneously for best outcomes [18]. However, in reality, decision makers prefer to pay
attention solely to structural changes since the outcomes of these changes are directly visible, but cultural
changes are usually ignored because the results of these changes are not as visible [18]. To be successful in
managing organizational change, it must result in significant ability to address new problems and
opportunities. This indicates that organizational change must be focused at affect behavior and organizational
processes in order to organizational changes to be more effective in creating a more adaptable and flexible
organization [15].

Holistic Management is a resource management technique created by [17], although Holistic Management was
originally a registered trademark of Holistic Management International [19]. Initially, it was implemented as a
decision-making process to guarantee that activities made to restore land in the agricultural sector and
livelihoods were environmentally, socially, and economically based on the context given by all people
concerned. To facilitate resource management, the Holistic Management decision-making framework employs
six important steps: [17][18].

Furthermore, according to the Holistic Management Book, World's Best and Worst Management Practices
[18], all aspects of management must be given equal weight in order for managers and their organizations to
succeed. In applying the Holistic Management System concept to a business, the Australian Business Excellent
Criteria, whose criteria are nearly identical to those of the United States National Quality Awards, are used.
Both contain seven Management Categories, which are as follows: 1. Leadership, 2. Planning, 3. Information,
4. People, 5. Customer Focus, 6. Process, and 7. Business Results.

The Holistic Organizational Effectiveness (HOE) is a new approach to analyzing and establishing
organizational effectiveness that analyzes how effective an organization is in carrying out and generating the
things and conditions required to achieve the desired objectives. When assessing organizational performance,
HR behavior, structure, culture, leadership, ethics, employee development, and employee engagement are
typically taken into account [3][18]. In this aspect, HOE adopts a holistic approach to measuring an
organization's effectiveness and productivity.

2 3.0 Higher Education Accreditation is a form of assessment (evaluation) of the feasibility and quality of higher education in Indonesia
carried out by the Indonesian Higher Education Accreditation Board. https://www.banpt.or.id/wp-content/uploads/2019/09/Lampiran-02-
PerBAN-PT-3-2019-Kriteria-dan-Prosedur-IAPT-3_0.pdf
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Figure 1. Organizational Management Holistic System
Source: [18]

According to [13], the main drivers of Holistic Organizational Effectiveness (HOE) are 11 criteria, which are
as follows: (1) mission, vision, values, and strategy, (2) leadership and teamwork, (3) governance or
governance, (4) organizational culture, (5) organizational structure, (6) competitive advantage of human
resources, (7) performance measurement and rewards, (8) technology and business processes, (9) financial
planning and management, and (10) organizational risk assessment and management.

Since [4][5][13] argued that higher education has five aspects, they are as follows: (1) ethical dimension; (2)
scientific dimension; (3) education dimension; (4) social dimension; and (5) corporate dimension. The ethical
dimension implies that higher education is a centre for innovation and knowledge transfer, not for creativity or
science, but for human welfare. The scientific dimension is interpreted as the university's primary goal of
developing and disseminating science, technology, and cultures to the community. The education aspect
implies that universities do more than just teach; they also educate. The social dimension implies that there
must be a harmonious social process in and out campus in higher education, with the results being beneficial
for strengthening the community's economy. The business dimension is interpreted as a university having
customers and compete with other institutions; therefore, business strategy planning becomes one of the
references for winning the competition [11]{18]. As a result, all of these characteristics briefly explain how
university quality standards must result in a high degree of customer satisfaction (stakeholders) [3]. Customer
satisfaction ensures the long-term sustainability of universities [1][9]. Quality standards, on the other hand,
must be assessed from both an internal and external perspectives. The internal side is concerned with how the
university's management can become a good corporate governance. Where, the external side is how
stakeholders evaluate the university, therefore internal and external sides are in reality inextricably linked and
cannot be separated.

Higher education's quality may indeed be recognized in its graduates, as can the output of services entrusted by
customers (stakeholders); it must be defined what quality standards are expected by consumers. Stakeholders
(parents) have put pressure on universities to ensure that the students who graduate from university have good
jobs in terms of life insurance and/or can create their own jobs [3][5]. This is intrinsically tied to the
university's ability to create value [20][21]. As is well known, a country's competitiveness may be attained by
combining the strategic competitiveness of each business institution. The process of value - added creation is
within the scope of the organization [21][22]. Competitiveness is defined by the Indonesia Ministry of National
Education as the ability to create better, faster, or more significant outcomes. The capabilities under
consideration include (1) the ability to increase market share, (2) the ability to interact with the environment,
(3) the ability to continually improve performance, and (4) the ability to establish a profitable position. This
indicates that competitiveness is defined as productivity, which is defined as labour output [23].

Currently, the implementation of higher education serves more than only a social function of increasing the
intellect of the larger community. The fundamental issue is that higher education institutions have become a
part of a business that experiences intense competition when it comes to recruiting students. Another issue that
occurs is the idea or mindset of prospective students and the general public that they want to be ready to work
immediately or search for opportunities after completing their education, even after completing general
education at the top level.

Some individuals believe that the investment in education is higher than the investment in starting up a business.
This condition is considered to have reduced community/prospective student enthusiasm in continuing their
education. This issue suggests a risk to public trust in higher education implementation. As a result, higher
education providers must identify and analyse characteristics to the quality of education services, which can
improve trust in the consequences of the "investment" made to receive higher education. The strategy is



designed to open opportunities through sustainable advantages, avoid threats, and minimize and strengthen
management vulnerabilities [24]. Because of competition, a strategy is required, and the proper approach is how
to win the competition, claiming that the creation of a competitive strategy is to integrate the organization with
its environment [24][25]. Although the relevant environment incorporates both social and economic factors, the
main aspect of a firm's environment is the industry in which it performs. In order to compete, universities
implement a variety of strategies. This is done to ensure that the university can continue to run or survive
[25][26].

Performance is maintained by spending hard to create continuous improvements, and competitive advantage is
generated when a business is able to maximize the uniqueness of its resources while providing better service to
its customers [27]. In fact, in order to retain a sustainable competitive advantage, it is required to consistently
develop its competence by extracting sources of competitive advantage and optimizing the efficiency of higher
education service quality [1][28]. The service is provided to higher education students in the form of education,
educational services, and supporting facilities. The better business services provided by the university, the
greater the quality, which will have an influence on the institution's highly competitive advantage and, in return,
will have an impact on the high student confidence. It may be accomplished by improving the quality of the
people who are directly involved in carrying out all higher education activities. The behaviour among those
directly involved in the delivery of services has a significant impact on the quality of services provided as well
as the image of the university itself.

In terms of the delivery system, [29][30] found that students' perceptions of education take into account various
aspects in the service marketing mix, including price, product, site, and promotion. This is the most essential
thing in recruiting students. The most powerful media for the promotion variable are alumni engagement,
collaboration publicity with universities/other educational institutions, internet sites, and mainstream media such
as newspapers and television.

According to the research [30][31], students were affected in their decision of universities by their parents,
friends, the location of the place of education, and the cost. When students enter and attend college, they have a
perception of the benefits of education and services they receive, as well as the sacrifices made (service value),
and this influences their decision to continue studying or not, as well as their willingness to provide
recommendations to colleagues / relatives / prospective students.

Based on [3][9], in general, universities have relatively the same resources and are easy to move or exchange, so
higher education competitiveness can generally be increased by determining high potential profits and learning
how to use those resources to develop and implement strategies, which is required in accordance with the
characteristics of the higher education industry. According to [4], the criteria of higher education unique talents
might change and can be utilized as a trigger to encourage new students to select the educational institution.
This special ability can take the form of information technology, assisting graduates in finding jobs, completing
additional educational facilities, and so on. [1][21] mentioned that the quality of higher education products
cannot be imitated by other institutions (distinctive capability), both tangible and intangible.

Meanwhile [1][12] mentioned that distinct capacity includes non-repetitive patterns in the use of assets that
allow for the coordinated application of a specific knowledge set. Three aspects are important in this regard:
first, the concept is based on a set of technological and organizational skills, as well as complementary assets;
second, the demand for coordination of application through the implementation of iterative procedures:
communication, interaction, and information exchange in order to create synergies; and third, the ability to
create value for customers in the form of providing products that can satisfy consumers and cannot be imitated.
Because they provide higher value to customers, they are the fundamental components for competitive
advantage.

It is also stated by [1][3][15] that in order to improve the competitiveness of education, especially higher
education institutions in Indonesia, a new policy called the five pillars of higher education development in
Indonesia has been formulated and implemented, namely: a) encouraging higher education providers to improve
education quality; b) providing autonomy in higher education administration; c) requesting that higher education
administrators pay attention to accountability issues; d) accrediting all higher education providers; and e)
conducting frequent evaluations to ensure that education implementation goes as planned.

Universities that adopt a defined strategy will perform well; if universities use price as a competitive weapon,
they must have a cost advantage strategy in order to create a sustainable competitive advantage [1][3]. Formal
and structured interpretation Universities must place an emphasis on products and services that create trust in
students. [14][31] emphasized the importance of trust and commitment in the context of consumer relationships.
The lack of trust and commitment can be seen as a major problem in marketing strategy in terms of consumer
involvement, as well as the primary problem that can lead to the breakdown of an effective relationship between
seller and customer.



Methodology
Table 2. Research Instruments

Variables Indicators
Tangible
Empathy (X12)
Private University Services (X1) Reliability (X13)

Responsiveness (Xi4)

Assurance (Xi3)
Quality of lecturers and staff (X21)
Institutional Quality (X22)
University Performances (X2) Student Activities (X23)
Research and Service Activities (X24)
Education and training activities (X25)
Continuous Improvement (Y2;)

Unity of purpose and organization(Y 22)

Private University Holistic Governance (Y) HR Empowerment (Y 23)
The uniqueness of Private University Services(Y 24)
Private university Competitiveness (Y 2s)
Teamwork (Z1)

Controlled Freedom (Z2)
Branding(Zs)

. L . Technology readiness (Z4)
Private University Strategies (Z) Research and Development (Zs)

Collaboration of Industry and Enterprises (Zs)
Customer relations (Z7)

Community Relations (Zs)

Sources: [29][30][31][32]

This study applied a holistic management approach that combined the Total Quality Management assessment
instrument in 1SO 9001:2015 with the Indonesia Higher Education Accreditation (BAN-PT) version of the
Internal Quality Assurance system approach (APT 3.0), with a focus on marketing, finance and asset
management, governance and strategic, input, process, output, and outcomes of the Tri Dharma Higher
Education activities at Universities in Indonesia. Meanwhile, in terms of objectives, the research is an
exploratory and verification study.

Since that this type of study consists of exploratory and verification data collection in the field, two survey
methodologies are used, specifically descriptive and explanatory surveys. As a result, in this study, the type of
exploration (investigation type) is the type of causality. In this study, the unit of analysis is a private university
in Indonesia, while the unit of observation is a private university student. The perspective (time horizon)
observations are cross-sectional, which means that the information or data acquired is the product of research
conducted in 2021.

The purpose of this study is to assess the level of influence of several independent variables (Universities
‘management) on the dependent variable (quality standards of Private universities), as well as intervening
variables (competitive advantage strategies), modelling approach, and solution techniques that will be used as
variables. The structural equation modelling approach is used as an analytical tool in this research. The potential
of this approach to measure the construct indirectly, specifically through its indicators and analyse indicator
variables, latent variables, and measurement errors, is why it was chosen. Therefore, the following table showed
the instruments of the variables used in this study:

Whereas the following samples will be obtained from private universities in Indonesia, these will be taken on
purpose by setting the sample criteria as follows: 1) Private universities with at least B (very excellent)
institutional accreditation; 2) Private universities with a student body of at least 1000 students. The sample size
will be 75 responders from Private universities leaders selected from 30 private institutions in Indonesia, based
on the sample size determined by these parameters. The holistic governance model, on the other hand, will also



identify any holistic factors (a combination of TQM indicators and Tridharma University® activities) that impact
the quality and governance of private institutions as indicated by the APT 3.0-based Indonesia universities
accreditation rating status, as seen in Figure 2,

« Asset management, facilities and infrastructure ™
« HR

« Finance and Funding

« Student and career

« Public Relations, Cooperation, and International Office

= Alumni Relations a

Supporting
Business Functions

- Student Admission
* Academic activities

VELEIENESE « Tridharma Private Universities
Function

Strategi Private
Universities

sTeamwork
+Controlled Freedom J
+Branding
sTechnology
*R&D
sCollaboration between ™
industry and business 1
+customer relations
sCommunity Relations

* Sustainability
* PTS Vision Mission
+ Efficiency and Productivity

Holistic L . . . .-
VREe * Recognition and Reputation of Private Universities

Strategy + Competitiveness

Figure 2. PTS Holistic Governance Value Chain
Sources: [1][24][33]

Several business functions of institutions in this study are described as [32][33] in carrying out its operational
activities of private universities, based on three paradigms (both 1SO 9001:2015, APT 3.0, and value creation
methods) and models [1][12][28][30] by introducing elements of Value Creation.

According to the findings of the study [1] there is a potential for an impact on students' perceptions of
performance and management governance, especially those associated to private university services in the South
Sumatra area of Indonesia. The original study findings have implications for quality standards / service quality,
particularly those related to academic and human resource services (in this case, the quality of lecturers and
staff), and it is necessary for private university officials to pay attention not only to administrative governance
elements but also to formulate strategy in order to improve academic quality, which will have an impact on the
level of enrolment. It is how we'll combine elements of TQM with elements of academic performance, which in
TQM, the process of academic activities (the threefold missions of higher education) by including the Private
University strategy as a variable/intermediary element of the strategy, which will include an assessment of the
Holistic Model of Private University Governance's influence or lack thereof.

The equation that will be used to determine the relationship between the 1ISO 9001: 2015 instruments,
APT 3.0, and the intervening variable of value creation strategy on the performance of private universities
[1][12][28][29], as well as strategic aspects that universities will use the concept of [2][33], are as follows:

Vi = apg 4+ BEy + BXoFt Zid €u i eq (1)
BX, = @y + BXyy + BXyo+BXia+ BXyat B EL coroooooeieeeeeeene eq (2)
BX, = y + BXyy + BXay+PXoz + BXyst BXog + €2 coveororororreereeeeeeeeeress eq (3)
Zy = ag + PZzy + BZzp+PZyz+ PZyy + PZas+PZzs + fZa7+PZapt e eq (4)
Whereas:

V, = @y 4+ By 4+ BVt BYat BYad €4 oo eq (5)

Note: See also the table 2

Result and Discussion

% In Indonesian universities, there are three commitments known as the three missions of higher education which consist of education and
teaching activities, research, and community service where all three are a form of responsibility of the entire academic community.



Services, Performances, Holistic Governance, and Strategy at Indonesian Private Universities

The education industry is presently attempting to improve university performance and competitiveness by more
professional, planned, and comprehensive management [12]. The implementation of quality education demands
the appropriate strategy based on the current market conditions and demand (in this case both the community
and the users). Governance that is directed, planned, integrated, and innovative is critical to determining the
sustainability of higher education implementation, particularly in Indonesia. The following are the findings of a
study on universities' efforts to improve services and performance, which are supported by the accuracy of
competitive strategies, in order to create a holistic university governance for students by promoting long-term
relationships between students and universities.

Private universities' perspectives of service, performance, governance, and strategies carried out by private
universities in Indonesia will be revealed below, which includes aspects of academic, non-academic activities,
main and supporting activities, and methods for achieving them. The tools for these activities were derived from
performance successes based on TQM and Internal Quality Assurance as well as the value creation strategy used
by private institutions in Indonesia.

a. Education Management' Perceptions of Private Universities’ Services

Essentially, service quality is the creation of a customer satisfaction with its own dimensions [1][21]. The
SERV-QUAL dimension [33] is one of the ideas of measuring and degrees of satisfaction with a service. With
this dimension, it is expected that the institution, in this example the education provider/private university,
would be able to determine the level of the gap/distance between customer/stakeholder expectations and the
services they receive. According to the findings of a study that explains the perception of private education
service providers, the majority of respondents (71 percent of the total respondents) strongly agree that the
service quality of the private university refers to the form of service (tangibles), attention (empathy),
friendliness, punctuality in completing work, and knowledge (reliability), responsiveness, and service certainty
(assurance).

Alumni Assurance Management

Service Readiness

Neutral
Agree
| [VALUE]

Strongly
agree;
[VALUE]

m Strongly disagree mDisagree ~Neutral mAgree = Strongly agree

Private Higher Education Governance Institutional Quality

3%

= Strongly disagree
m Disagree

m Neutral

mAgree

m Strongly agree

Meutral = Agree = Strongly Agree

Figure 3. Top Management Perspectives on Private University Services

While the majority agreed with the services given by private institutions (27 percent), they did not know as
much as 2%. It demonstrates that the majority of private education service providers/private universities have
identified service aspects (tangible, empathy, reliability, responsiveness, and assurance) as critical in delivering
education services. However, according to the results of a questionnaire distributed to 75 respondents from 30
private universities in Indonesia, the majority of them disagreed (by 29 percent) and only 21 percent agreed,
indicating that almost all university leaders from some Indonesian private universities see the component



guarantees for alumni as an indicator of the Assurance dimension, which has not yet become an
achievement/target for policy planning for private universities.

Furthermore, with conditions like this, it will, of course, have an impact on the level of satisfaction with the
services provided, particularly for alumni as past users of private university services, because their experience
will cause past users' (in this case alumni's) expectations to differ from the facts. According to [34], customer
satisfaction may give numerous benefits, including a harmonious and synergistic relationship between university
management and former users (alumni), which is currently inadequate in most private institutions in Indonesia
[35]. In other words, the establishment of prior customer satisfaction, in this case alumni, may bring numerous
benefits, such as recommending the college's organization through repeat purchases, user loyalty, and word-of-
mouth suggestions. in the development of private university branding, not only as an input but also as an output
and even an outcome of private university performance.

Private University Strategies

1%
5%

Strongly disagree Dizagree = Meutral = Agree

Figure 4. The Private University’ Strategy

Indeed, [6][9][12] argued that the quality of the service provided outside and within the classroom will define
greatness in university competitiveness in the future. Even in-class services, such as the quality of a lecturer's
teaching, have become essential, while the quality of services outside the classroom, such as academic
information services, student services, and other related services, are becoming increasingly important to
support excellent university services.

Education Management' Perceptions on Private University Performance

Higher Education Performance is a description of the level of achievement of an activity, program, or policy in
attaining Higher Education's goals, objectives, purpose, and vision [2]. The consequences of a university's task
can come in the form of the number of graduates, the length of education, the quality of graduates, the number
of graduates who go on to are becoming leaders, research results, university contributions to society, products
and innovations produced, assistance to the community and government, and good relations with companies and
industry.

Meanwhile, the following figure shows research data on higher education provider' assessments on the
performance of Indonesian private universities and industry and business collaboration networks as follows:

Private Universities' Performance Institutional Partnership

Strongly
disagree

MNeutral

%
Disagree
18% i

Strongly disagree Disagres Meutral Agree - Strongly agree

m Strongly agree mAgree Neutral

Figure 5. Top Management's Perspectives on Private University Performance

Furthermore, [24] identifies performance dimensions as measures and assessments of actual behaviour, which
include: (1) output quality; (2) output quantity; (3) working time; and (4) collaboration. As a result, higher
education performance evaluation is one of the most important factors in successfully and efficiently



establishing an university. By conducting a performance evaluation, an institution has used and optimized its
existing human resources.

According to the findings of a study that explains the perception of private university performance, the majority
of respondents strongly agree (67 percent of the total respondents), 31 percent agree, and just 2 percent state
neutral. This indicates that the majority of private university administrators claim that private university
performance is an element in presenting the results of university activities in achieving aims and goals as part of
the mission's technical implementation to achieve the vision.

However, based on the perspective responses of Indonesian private university managers, it was discovered that
the majority of university leaders in Indonesia stated that they did not agree with higher education to build a
network of cooperation and communication with alumni users, where the results of distributing questionnaires
revealed that 39% and 40% of the total respondents strongly agreed and agreed, and only 19% disagreed.

The evidence explains that private institutions in Indonesia must be capable of implementing programs and
policies that support graduates in getting career and business opportunities in their respective regions. For
example, through creating direct collaboration with local governments, central government, domestic and
international private companies, BUMN, BUMD, and other non-profit institutions. It implies that most
Indonesian private universities are still facing serious challenges of building a network of collaboration with the
community, as well as the commercial and industrial sector. Indeed, [36] argues that there must be a synergistic
relationship between the business world and industry and private institutions in order to prepare graduates who
are needed in accordance with labour market and industry competences and skills. Another of the initiatives that
must be made in response to university graduate output is how private universities in Indonesia may create a
curriculum that fills the gap between the demands and competencies of the world of work and the needs of the
labour market/industry [35][36][37].

Furthermore, improving the quality of institutions as part of the performance indicators of Indonesian private
universities deserves to be improved, as shown in figure, which states that perceptions are obtained from various
respondents in management planning and governance that prioritizes rating-based institutional performance. The
reasoning that they did not accept that the institutional evaluation of private universities was based on their
overall performance [15], including with the stages of input, process, output, and outcome performance
(university ranking). There are 39% who disagree and only 30% who agree.

The condition should be of concern to university officials (top management), since these four factors will
subsequently decide how the production process from university to outcomes and public acknowledgment of
products/works/alumni, as well as the whole academic community. This institutional performance review will
be acknowledged by the community and will eventually have an impact not only on recognition and reputation
[13], but also on sustainable management [28][32] and even competitive advantage [25][26][28][29].

Institutional Quality

= Strongly disagree
= Disagree

= Neutral

m Agree

m Strongly agree

Figure 6. The Perceptions on Institutional Quality
Education Organizers' Perspectives on Private University Governance

Higher education governance is critical, especially in today's competitive environment. As a result, what
constitutes a quality institution cannot be distinguished from how governance is carried out.

There are many versions and indicators to describe good university governance; even UNDP specifically states
that the relevance of university governance is dependent on effective governance implementation. Furthermore,
according to [15], the method in which the organization is carried out, particularly by university leaders, is the
hallmark of the implementation of Good Governance at universities, both in creating work connections,
specifics of primary duties, functions/authorities, and directing.



Another dimension of good governance is the university's strategic decision-making process, which indicates the
leadership's capacity to accommodate all stakeholders (internal and external). Similarly, the academic
community encouraged and responded positively to policies, regulations, and budget allocations. Even the
university's top management must be held accountable by university policymakers for the tasks delegated by the
whole academic community when adopting management based on Good Governance. It should be noted that the
primary components must be completed in an integrated way in order for holistic governance to be
accomplished, in the sense that it does not rely just on tangible but also intangible management qualities.
According to the findings of a study that explains the perception of private higher education governance, the
majority of respondents strongly agree, 24 percent agree, and only 3 percent are neutral.

Education Leaders' Perspectives on University Strategy

According to the Indonesia Education System Law, higher education in Indonesia, including elementary and
secondary education, is a collaborative responsibility of the government, parents, and the society. As a result of
the community's good application of this potential, private institutions are growing up all over the country. The
issue is that, in addition to the opportunity of state universities to launch new departments and study programs,
the existence of private institutions is under threat. Many reasons contribute to these private institutions'
powerlessness, including private university's inefficient organizational growth plan. As a result, efforts must be
made to improve the quality of services in response to internal and external needs. As a result, efforts must be
made to improve the quality of services in compliance with internal and external needs.

Organizational development is an organizational change, so [38] implies that the perception of the need for
change must be started to feel because only under such conditions can organizational members be convinced
that new systems and processes, new methods of work, and possibly even a new strategy and vision are required
to achieve organizational goals and objectives. One of the most prevalent aspects of organizational growth is
that it is a continual and dynamic process.

Technology development, product development, administrative development, and human resource development
are the four forms of organizational development. Technology development in the educational process is
dedicated to the requirements of strategic services and educational technology that can assist the teaching and
learning process. Meanwhile, product development is focused with the organization's educational process results
or service outputs. It differs from administrative development in the context of educational institutions, which
includes structures, objectives, policies, incentives, information systems, and budgets. Human resource
development refers to the development of employees' attitudes, skills, expectations, beliefs, and behaviours,
especially those of leaders.

Several strategies are used to establish a university's branding, including several from accreditation,
development of information systems, university promotion, scholarships, recruiting graduates who are absorbed
in the industrialized sector, scientific publications of lecturers, to creating differentiators or uniqueness from
other campuses, such as having a major that is typically found on other campuses.

According to the findings from the study on the perceptions of strategy conducted by private universities,
practically all of the respondents strongly agreed, 36% agreed, and 5% were ambivalent. This indicates that the
majority of the officials believe that a good and appropriate approach is necessary not only to generate a level of
public recognition of the quality and output produced by the universities, but also to develop a level of public
recognition of the quality and output produced by the institutions.

University's Strategy

m Strongly disagree
Disagree

® Neutral

W Agree

® Strongly agree

Figure 7. The Perceptions on University’s Strategies

Analysis of Indonesian Private Universities' Holistic Governance Model



The full structural model on figure 3 demonstrate that the measurement model with indicator reflection has an
average correlated variable more than 0.70, indicating that it is appropriate.
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Figure 8: Estimation of Holistic Governance of a Private University in Indonesia.

The Structural predicted model is analysed statistically (inner model) using simulation. The bootstrap method
was used on 75 samples to test the hypothesis that was tested in this study. Bootstrap testing is also meant to
reduce the problem of irregular research data. The following are the findings of the bootstrapping test:
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Figure 9: The Results of the Bootstrapping Model of Private Universities in Indonesia Holistic Governance



The R-squared value for the Customer Focus variable on the Private University Strategy is 0.588, as estimated
by the model in Figure 3. These findings show that the Customer Focus variable explains 58.8 percent of the
Private University Strategy Variable, with the remaining impacted by other variables. The R-square value
represents the R-Square value for the Customer Focus variable on the Strategy, Performance, and the Private
University Governance Variable, which yields a value of 0.919. These findings reveal that the variable Focus on
Customers on Private University Strategy, Performance, explains 91.9 percent of the Private University
Governance Variable, with the rest controlled by other variables.

The findings of the first hypothesis test the impact of service on private university’s strategy states that the
service variable has an impact on the strategy. This demonstrates that the success of higher education services is
decided by delivering quality services to its consumers, mainly students and the community. According to their
vision and goal, universities are institutions that grow and generate outstanding human resources as a bridge in
generating quality products to compete in the global market. In a college, students are an important and key
component. Universities are interested to meet many aspects of satisfaction, particularly for students, in order to
produce quality output and make the best contribution to society [1][3]. Indeed, according to [20], universities
are no exception and must be obsessed with building a strong commitment to quality improvement in
accordance with the costs invested by students. This commitment is demonstrated by qualified lecturers or
lecturers, and learning facilities that satisfy requirements are the primary criteria for providing students with
satisfaction in accordance with market expectations.

Each institution's strategy must be able to create value [2][38], because that is where the university's advantages
will emerge, allowing it to compete not only on a national level, but also internationally [10], as evidenced by
the large number of qualified graduates who are able to be absorbed in the business industry and other sectors,
as well as the work of both products and innovations produced and recognized by the society [11]. While the
model estimation results indicate that the service variable has a 58.8 percent influence on the strategy of private
universities, it implies that the service variable is one component that is quite important to be taken into account
in formulating a strategy that comes from the 5 dimensions of measurable customer satisfaction. It may
subsequently be established as a follow-up strategy in order to achieve the vision and mission of Private Higher
Education.

The findings of analysing the second hypothesis indicate that there is a relationship between services and private
university holistic governance in Indonesia. This demonstrates that service quality is one of the determining
elements of efforts to improve organizational performance based on Total Quality Management (TQM), where
the paradigm itself, according to [14], attempts to maximize organizational competitiveness through continuous
improvement of the quality of goods, services, people, and the organizational environment.

According to [40], in an era of globalization marked by increasingly fierce and competitive competition, every
higher education institution, particularly private universities, must continuously improve and be open to all
advancements that actually happen, both related to regulations (legislation) and community needs for higher
quality educational services. And, in order to realize governance in administration and management based on
service, organizers and managers must be able to implement good governance concepts in managing and
organizing higher education. University Good governance is defined as power that is not solely owned and
becomes the business of the Higher Education Leaders or Foundation Management, but rather how these
functions are carried out collaboratively by the Foundation, Higher Education, and all components in the Higher
Education, by adhering to the 8 (eight) principles, particularly regarding: participation, the rule of law,
transparency built on the free flow of information, responsiveness, consensus orientation, equity, and
accountability.

[12][15] described governance based on Good Governance as a collaborative endeavour amongst diverse
stakeholders both inside and outside the university. It means that it is critical to synchronize the relationships
between the Organizing Body and Higher Education in order for governance to operate synergistically in
response to the needs of development and global competitiveness [30][39]. As a result, the Organizing Body's
and Higher Education's leadership's dedication to providing services and ensuring the quality of the educational
process's execution is critical. Among other things, this is accomplished through the formation of strategic
development plans, statutes, the division of responsibilities in supporting the process and the quality of
implementation, as well as the ensuing outcomes.

Whereas the model estimation results show that there is an influence between the service variables on the
holistic governance of private universities with an intensity of 91.9 percent of the effect, it indicates that the
service parameter is one component that must be considered when managing private universities. It's due to the
fact that service is a method of generating customer satisfaction (in this example, students, alumni, users, and
the community), which is derived from five quantifiable characteristics of improve the experience.



According to the result of the third hypothesis, there is a relationship between performance and holistic
governance of private institutions in Indonesia. It suggests that the performance arising from the five aspects of
satisfaction is a determining factor and a trigger for policies in the framework of Good University Governance

University Governance (UG), often known as Good University Governance (GUG) for its "best practices," is an
important component of higher education reform. GUG is seen as a crucial component of PT for anticipating,
designing, implementing, monitoring, and assessing the efficacy and efficiency of policies [38][39]. The
purpose of GUG is to accommodate university internationalization, increase competitiveness, learning process
quality, internal management quality, and accomplish expected performance [39].

If the higher institution's performance demonstrates the level of accomplishment in the execution of an activity,
program, and policy in attaining the university's goals, objectives, purpose, and vision [23]. But, the work of a
university can also be expressed in terms of the number of graduates, length of education, quality of graduates,
number of graduates who become leaders, research results, contribution of universities to society, products and
innovations produced, assistance to the community and government, and relationships with both the company
and the industry. In this instance, complete and integrated governance is required to provide not just quality
outputs and results of Higher Education, but also measurable and sustained organizational effectiveness and
efficiency.

According to the Strategy model predicted results, the contribution of performance and service determinants on
private higher education holistic governance is 91.9 percent, indicating that the performance variable is one
component that must be considered in managing private institutions holistically by producing value [18]. It
seems to be due to the fact that in university organizational administration, performance is the consequence of
value creation.

According to the findings of the fourth premise, there is a relationship between strategies on private university
holistic governance in Indonesia. The criteria indicate that the strategy is a method/steps for accomplishing the
university's vision and mission as defined in its objectives and achievements [21][22].

In order to carry out their vision and mission, institutions must maintain noble principles as educational and
teaching institutions. Academic institutions must consider the relationship between graduates' competency needs
for industry and society, openness to new technologies for understanding a science, and planning and updating
the education system and curriculum to be able to respond to changes and developments in science and
technology.

Furthermore, it is a model for how parts of higher education must collaborate and consolidate in order to
increase the development and improvement of services so that they may be successful in realizing their vision
and carrying out their purpose [29]. Academic program quality, human resources (HR), infrastructure, and
academic environment and environment are key components that must be prioritized in governance. Improving
the quality of these aspects requires practical techniques, such as solid governance. The way of success will
subsequently be specified in the form of a grand design (blueprint) for private universities in the long run,
therefore every educational institution must be able to create the blueprint [34].

According to the model's estimation, strategy is an intervening variable between service variables and holistic
governance. It means that the university's (in this study) strategy, which is based on increasing value creation by
the use of elements of branding, technology, customer relations, and the community, is a strategy capable of
creating competitiveness/comparative advantage for private universities in Indonesia. With all of this
comparative advantage, private university management will be able to focus on creating the distinctive
characteristics of the institution's organization, not only in terms of services, infrastructure, and infrastructure
[1], but also in academic activities such as types of study programs, curriculum, as well as products and
innovations.

Conclusion

This research found an impact of private university’ Services on Holistic Governance and the strategy of
Indonesian Private Universities, as well as the implications of Performance on the holistic governance of
Indonesian private universities. Furthermore, this study may suggest methods as supporting and intervening
factors for services in strengthening the holistic governance of private institutions in Indonesia. In addition to
enhanced improvement, the primary factors affecting the holistic governance of private universities in Indonesia
are sense of unity and organization, empowerment of human resources, and uniqueness of services; as a result,
the holistic planning concept that can be recommended is a comprehensive, integrated planning concept that
prioritizes service, customer satisfaction, having quality standards both academic and non-academic as the main
and supporting activities, planning that is in the same direction and directed with the university's vision and
mission, and involving all elements of the academic community (participatory), collaboration with stakeholders



includes good value creation from positioning, recognition, reputation, efficiency, effectiveness, improved use
of technology, and customer orientation.

ACKNOWLEDMENT

This research was supported by Directorate of Research and Community Service, Ministry of Education and
Culture of the Republic of Indonesia, and Institute of Research and Community Service Darmajaya Institute of
Informatics and Business Lampung Indonesia. We thank our colleagues from 30 Private Universities in
Indonesia which cannot be mentioned one by one who provided insight and expertise that greatly assisted the
research, although they may not agree with all of the interpretations/conclusions of this paper.

We also thank Mr. Riko Herwanto for assistance with particular technical assistance in designing of system, and
Mr. M. Saputra for assistance in processing data.

REFERENCES

[1] A. Desfiandi, “Pengaruh Kinerja Penyampaian Jasa Pendidikan dan Kemampuan Istimewa terhadap
Keunggulan Bersaing (suatu Survei Perguruan Tinggi Swasta di Wilayah,” jurnal.darmajaya.ac.id, vol.
8, no. 1, 2010, Accessed: Nov. 15, 2020. [Online]. Available:
https://jurnal.darmajaya.ac.id/index.php/jmk/article/view/286.

[2] M. Setiawati and Priska, “Effective Leadership in Quality Assurance for Higher Education: A Literature
Review,” 2016, Accessed: Jan. 06, 2022. [Online]. Available:
https://www.academia.edu/download/51655198/ICEMALO031.pdf.

[3] D. Supriadi, “Isu dan Agenda Pendidikan Tinggi di Indonesia,” Jakarta, 1997. Accessed: Oct. 13, 2021.
[Online]. Available:
https://scholar.google.com/scholar?hl=id&as_sdt=0%2C5&q=+Supriadi%2C+Dedi.+%281997%29.+Is
u+dan+Agenda+Pendidikan+Tinggi+di+Indonesia%2C+Jakarta%3A+Rosda+Jayaputra&btnG=.

[4] C. Lovelock and P. Patterson, Services Marketing, Third edit. Prentice Hall International Edition, USA.,
2002.

[5] A. Tulim, “Penguatan Pendidikan Karakter Perspektif Manajemen Dalam Era Millenial Industri 4.0.,” in
Seminar Nasional Era Industri (SNEI) 4.0, 2019, pp. 77-84, Accessed: Aug. 05, 2021. [Online].
Available:
https://scholar.google.com/scholar?hl=id&as_sdt=0%2C5&q=Tulim%2C+A.+%282019%2C+January%
29.+Penguatan+Pendidikan+Karakter+Perspektif+Manajemen+Dalam+Era+Millenial+Industri+4.0.+In
+Prosiding+Seminar+Nasional+Era+Industri+%28SNE|1%29+4.0+%28V0l.+1%2C+No.+1%2C.

[6] V. Teeroovengadum, T. J. Kamalanabhan, and A. K. Seebaluck, “Measuring service quality in higher
education: Development of a hierarchical model (HESQUAL),” Qual. Assur. Educ., vol. 24, no. 2, pp.
244-258, Apr. 2016, doi: 10.1108/QAE-06-2014-0028/FULL/XML.

[7] A. A. W. Amin, “Diplomasi publik Indonesia melalui bidang pendidikan dalam hubungan bilateral
Indonesia-Thailand: Studi kasus mahasiswa Thailand di Perguruan Tinggi di,” UIN Syarif Hidayatullah,
2018.

[8] L. N. Larina, “Practical application of total quality management system to education of international
students,” Procedia-Social Behav. Sci., vol. 215, pp. 9-13, Accessed: Oct. 18, 2021. [Online].
Available: https://www.sciencedirect.com/science/article/pii/S1877042815059212.

[9] D. McKenzie, “Organisational learning in the university: a case study of change in higher education,”
University of Glasgow, 2017.

[10] A.R. A. Arokiasamy, “An Analysis of Globalization and Higher Education in Malaysia.,” Aust. J. Bus.
Manag. Res., vol. 1, no. 9, pp. 73-81, 2011, Accessed: Mar. 22, 2021. [Online]. Available:
https://eric.ed.gov/?id=ED524163.

[11] T. Handayani, “Relevansi lulusan perguruan tinggi di Indonesia dengan kebutuhan tenaga kerja di era
global,” J. Kependud. Indones., vol. 10, no. 1, pp. 53-64, 2015, Accessed: May 08, 2021. [Online].
Available: http://ejurnal.kependudukan.lipi.go.id/index.php/jki/article/download/57/37.

[12]  G. Srikanthan and J. Dalrymple, “Implementation of a holistic model for quality in higher education,”



[13]

[14]

[15]

[16]

[17]

[18]

[19]
[20]

[21]

[22]

[23]

[24]
[25]

[26]

[27]

[28]

[29]

[30]

[31]

Qual. High. Educ., vol. 11, no. 1, pp. 69-81, Apr. 2005, doi: 10.1080/13538320500077686.

M. J. Manatos, C. S. Sarrico, and M. J. Rosa, “The integration of quality management in higher
education institutions: a systematic literature review,” Total Qual. Manag. Bus. Excell., vol. 28, no. 1-2,
pp. 159-175, Jan. 2017, doi: 10.1080/14783363.2015.1050180.

M. Militaru, G. Ungureanu, and A. . Chenic, “The prospects of implementing the principles of Total
Quality Management (TQM) in education,” in Procedia-Social and Behavioral Sciences, 2013, vol. 93,
pp. 1138-1141, Accessed: Jun. 05, 2021. [Online]. Available:
https://www.sciencedirect.com/science/article/pii/S1877042813034484.

F. Rahmawati and N. Laily, “Analisis Efektivitas Organisasi Dengan Metode Holistic Organizational
Effectiveness Pada Perguruan Tinggi X di Surabaya,” J. lImu dan Ris., vol. 7, no. 11, 2018, Accessed:
Dec. 10, 2021. [Online]. Available:
http://jurnalmahasiswa.stiesia.ac.id/index.php/jirm/article/view/1995.

G. Secundo, G. Schiuma, and P. Jones, “Strategic knowledge management models and tools for
entrepreneurial universities,” Manag. Decis., vol. 57, no. 12, pp. 3217-3225, Nov. 2019, doi:
10.1108/MD-12-2019-027/FULL/PDF.

K. Niewolny and V. Tech, Building Capacity & Sustainable Partnerships: A Community-Based
Participatory Approach to Beginning Farmer Training in Virginia. 2016.

J. Butterfield, A. Savory, and J. Butterfield, Holistic management: a new framework for decision
making. Isand Press, 1999.

A. Rahayu, Model dan Strategi Tata Kelola Perguruan Tinggi Berdaya Saing. Deepublish, 2019.

Y. Niu, Z. Jiang, and K. Wang, “Preparation of Papers for IFAC Conferences & Symposia: Exploring
servitization from value creation path: a systematic review on empirical investigation,” IFAC-
PapersOnLine, vol. 52, no. 13, pp. 1222-1228, 2019, Accessed: Nov. 20, 2021. [Online]. Available:
https://www.sciencedirect.com/science/article/pii/S2405896319313448.

R. Ulewicz, “The role of stakeholders in quality assurance in higher education.,” Hum. Resour. Manag.
Ergon.,, wvol. 11, no. 1, 2017, Accessed: Oct. 18, 2021. [Online]. Available:
http://frcatel.fri.uniza.sk/hrme/files/2017/2017_1_07.pdf.

A. Bancin, “Sistem Penjaminan Mutu Perguruan Tinggi,” jurnal.unimed.ac.id, vol. 9, no. 1, p. 1, 2017,
Accessed: Dec. 10, 2021. [Online]. Auvailable:
https://jurnal.unimed.ac.id/2012/index.php/jmpi/article/view/9723.

A. T. Ferdinand, Modal Sosial Dan Keunggulan Bersaing: Wajah Sosial Strategi Pemasaran.
Semarang: Diponegoro University Press, 2005.

J. Miner, Organizational behavior: Foundations, theories, and analyses. Oxford University Press, 2002.

M. E. Porter, “Industry Structure and Competitive Strategy: Keys to Profitability,” Financ. Anal. J., vol.
36, no. 4, pp. 3041, Jul. 1980, doi: 10.2469/FAJ.VV36.N4.30.

G. Stonehouse and B. Snowdown, “Competitive advantage revisited: Michael Porter on strategy and
competitiveness,” J. Manag. Ing., wvol. 16, no. 3, pp. 256-273, Sep. 2007, doi:
10.1177/1056492607306333.

J. Singh and H. Singh, “Continuous Improvement Strategies: An Overview.,” J. Oper. Manag., vol. 12,
no. 1, pp. 32-57, 2013. Available: https://papers.ssrn.com/sol3/papers.cfm?abstract_id=2255815

O. R. Mahdi and M. K. Almsafir, “The role of strategic leadership in building sustainable competitive
advantage in the academic environment,” Procedia-Social Behav. Sci., vol. 129, pp. 289-296, 2014,
Accessed: Aug. 17, 2021. [Online]. Available:
https://www.sciencedirect.com/science/article/pii/S1877042814028614.

J. Hemsley-Brown and 1. Oplatka, “Universities in a competitive global marketplace: A systematic
review of the literature on higher education marketing,” Int. J. Public Sect. Manag., vol. 19, no. 4, pp.
316-338, 2006, doi: 10.1108/09513550610669176/FULL/HTML.

J. Hemsley-Brown and S. Goonawardana, “Brand harmonization in the international higher education
market,” J. Bus. Res., vol. 60, no. 9, pp. 942-948, 2007, Accessed: Dec. 12, 2021. [Online]. Available:
https://www.sciencedirect.com/science/article/pii/S0148296307000550.

S. Wilkins, F. Shams, and J. Huisman, “The decision-making and changing behavioural dynamics of
potential higher education students: the impacts of increasing tuition fees in England,” Educ. Stud., vol.



[32]

[33]

[34]

[35]

[36]

[36]

[37]

[38]

[39]

39, no. 2, pp. 125-141, 2013, Accessed: Jan. 06, 2022. [Online]. Available:
https://www.tandfonline.com/doi/abs/10.1080/03055698.2012.681360.

S. Vivek, S. Beatty, and R. Morgan, “Customer engagement: Exploring customer relationships beyond
purchase,” J. Mark. theory Pract., vol. 20, no. 2, pp. 122-146, Apr. 2012, doi: 10.2753/MTP1069-
6679200201.

R. . Kaplan and D. . Norton, “How strategy maps frame an organization’s objectives: in an excerpt from
their new book, two noted authors on corporate management outline how organizations can,” Financ.
Exec., vol. 20, no. 2, pp. 40-46, 2004, [Online]. Available:
https://go.gale.com/ps/i.do?id=GALE%7CA114703629&sid=googleScholar&v=2.1&it=r&linkaccess=a
bs&issn=08954186&p=AONE&sw=w.

R. Casidy, “Linking Brand Orientation with Service Quality, Satisfaction, and Positive Word-of-Mouth:
Evidence from the Higher Education Sector,” J. Nonprofit Public Sect. Mark., vol. 26, no. 2, pp. 142—
161, 2014, doi: 10.1080/10495142.2014.901004.

A. Jiewanto, C. Laurens, and L. Nelloh, “Influence of service quality, university image, and student
satisfaction toward WOM intention: A case study on Universitas Pelita Harapan Surabaya,” Procedia-
social Behav. Sci., vol. 40, pp. 16-23, 2012, Accessed: Nov. 12, 2021. [Online]. Available:
https://www.sciencedirect.com/science/article/pii/S1877042812006222.

D. Borah, K. Malik, and S. Massini, “Teaching-focused university—industry collaborations:
Determinants and impact on graduates’ employability competencies,” Res. Policy, vol. 50, no. 3, pp.
104-172, 2021, Accessed: Sep. 17, 2021. [Online]. Available:
https://www.sciencedirect.com/science/article/pii/S0048733320302468.

C. Bilsland, L. Carter, and L. N. Wood, “Work integrated learning internships in transnational
education: Alumni perspectives from Vietnam,” Educ. Train., vol. 61, no. 3, pp. 359-373, Mar. 2019,
doi: 10.1108/ET-07-2017-0094/FULL/HTML.

E. Carmona-Moreno, J. Céspedes-Lorente, and J. Martinez-del-Rio, “Environmental human resource
management and competitive advantage,” Manag. Res., vol. 10, no. 2, pp. 125-142, 2012, doi:
10.1108/1536-541211251607/FULL/XML.

A. Hénard, F., & Mitterle, “Governance and quality guidelines in Higher Education,” Berlin, 2010.
Accessed: Jul. 10, 2021. [Online]. Available: https://www.ulfa.ca/wp-
content/uploads/2021/06/OECD.pdf.

A. Wisnumurti, “Tata Kelola Perguruan Tinggi Swasta Menuju Persaingan Global,” in Revitalisasi Tata
Kelola Perguruan Tinggi, 2017, pp. 1-12, Accessed: Oct. 12, 2021. [Online]. Available:
https://ekonomi.unipas.ac.id/wp-content/uploads/2018/09/20171126031422_anak-agung-gede-oka-
wisnumurti-prosiding-revitalisasi-tata-kelola-pt.pdf.






