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ABSTRACT 

The study aims to identify the importance and satisfaction level of the PAP laboratory users; and to get 

advice to improve the PAP laboratory in order to make they more satisfied. The sample was choosen by 

using Simple Random Sampling Method consist of 172 users from 500 users of population. The collected 

data were analyzed by using Cartesian Diagram. There were two varibles that studied, i.e. laboratory space 

and laboratory equipment.  The result  of  the analysis  were  broken  down into  Cartesian Diagram. The 

position of the analyzed data was devided into four parts. Quadrant A showed that the two varibles are 

important but less satisfied. Quadrant B showed that the two variables are very important and very 

satisfied. Quadrant C showed that the two variables  are  less  important  but  quite  satisfied.  Quadrant  D  

showed  that  the  two variables  are  not  important  but  satisfied.The  result  showed  that  the  variable  of 

laboratory space scattered in quadrant A, C, and D. While the variable of laboratory equipment was 

scattered in quadrant B and C. Those mean that the respondents were not too concerned about laboratory 

space, but they want the novelty and the adequacy of the number of the equipments in the laboratory. 

Keywords: Laboratory space, laboratory equipment, the importance level, the satisfaction level, Cartesian 

diagram. 

 

1 INTRODUCTION 

Pendidikan Administrasi Perkantoran (PAP) is an Educational Programme in Faculty 

Teaching and Education (FKIP) Universitas Sebelas Maret (UNS). PAP is a skill  field  

that  learning  the functions  of management  and  the guidelines  about  the official 

operation in organizing  information, communication and recorded materials [10].  

PAP FKIP UNS has three laboratories, i.e. (1) Technological Laboratory of Modern 

Office, (2) Laboratory of Manual Typing, and (3) Mini Office Laboratory. The tools and 

equipments of the laboratory are conventional, only some using information technology. 

All of the laboratories are used to practical learning most of courses in there. 

Given the matters described above, PAP FKIP UNS needs to analyze how far the 

importance and satisfaction level of PAP laboratory users; in the hope of improving their 

needs and interest in the future so that they feel satisfied. Based on its condition, there 

are two aspects that may influence the user’s interest and satisfaction. The two aspects 

are laboratory space and the laboratory equipment. 

2 MATERIALS 

Education is a process of learning activity for students deliberately to make an 

appropriate result with the aim that has been established (Purwanto, 2014: 18). The 

learning activity comes from the interaction between teacher, student, and transferring 
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knowledge conducted by the teacher to the student. Social sciences (IPS) discuss the 

relationship between people and his environment. Social learning can be a media for 

students to know the condition of social environment around them. Through the learning 

of social science in the school, the students can learn about his role as human life and will 

be able to comprehend the role in society. 

Laboratory is one of facilities in a learning process having an important role in 

achieving the objectives of national education [16]. It is used to reach the cognitive, 

psychomotor and affective aims [6]. Laboratory is a specific place to give a certainty or 

to  confirm  such  information;  to  determine  a  causal  relationship;  to  show  some 

indication; to verify such a concept, theory, law, and formula; to develop skills, to support 

the participants using scientific method in solving problems; and to carry out a research 

[9, 10, 14]. 

Students as the user of the laboratory have a meaningful role in designing their 

courses of study [1, 3, 10]. In education environment the important customer is students, 

by  the  way  it  need  to  analysis  how  they satisfied  with  the  facilities  included  the 

laboratory. 

Further, laboratory needs to be developed to make the users satisfied. In this 

case, the concept of student satisfaction will refer to the concept of customer satisfaction 

[1, 4, 10, 14]. According to that, satisfaction of customer or client is a happy or 

disappointed feeling of someone as a result of comparison between the achievement or 

product which is tasted and expected. 

There are two variables that studied in the research, i.e. laboratory space and 

equipment.  The collected  data were analyzed  by  Importance Performance Analysis 

(IPA). IPA is the one of measurement methods that is used to calculate a customer's 

satisfaction. The satisfaction is measured by comparing the level of expectations with 

performance carried out by others. The level of importance and satisfaction will be 

described in Cartesian Diagram. The diagram can be used to identify the importance and 

satisfaction level of PAP laboratory user. The horizontal axis (X) was filled up with the 

scores  of  the  satisfaction  level,  and  the  vertical  axis  (Y)  was  filled  up  with  the 

importance level [2, 7, 11] 
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X 

Figure 1. Diagram Cartesian 

The four quadrants can be explained below: 

a. Quadrant A means that laboratory space and laboratory equipment are important 

but less satisfied 

b. Quadrant  B  means  that  laboratory  space  and  laboratory  equipment  are  very 

important and very satisfied 

c. Quadrant  C  means  that  laboratory  space  and  laboratory  equipment  are  less 
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important but quite satisfied 

d. Quadrant  D  means  that  laboratory  space  and  laboratory  equipment  are  

not important but satisfied 

 

3 METHODS 

The study is an applied research that using a descriptive quantitative method. It aims 

to describe the satisfaction of PAP laboratory users. 

The required data is obtained by dissemination of questionnaires. The data of the 

questionnaire consist of the importance and satisfaction level of laboratory users about 

laboratory space and laboratory equipment. 

The number of samples is 172 students taken from 500 users in the period of March 

– August 2015. The samples were chosen by using Simple Random Sampling Method. 

The data were analyzed by using Cartesian Diagram to know the user’s importance 

and satisfaction level toward the PAP laboratory in two aspects, i.e. laboratory space and 

laboratory equipment. 

 

4 RESULTS AND DISCUSSION 

This section will describe the results of research related to the variable RL and PL. 

The research was conducted on laboratory users PAP by the number of respondents was 

172 respondents. 

4.1 Analysis of Importance Gap and User Satisfaction Levels Laboratories PAP 

This analysis calculates the interest rate gap and the level of user satisfaction 

PAP laboratory to variable Space Laboratory and Laboratory Equipment.  

Table 1. Importance and Satisfaction Users PAP Laboratory for Variable RL 
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Based  on  Table  1,  it  was  known  that  value  of  the  interest  rate  and  user 

satisfaction  with  laboratory  space  used  by  users  in  training  activities.  The  results 

showed that users were satisfied with extensive laboratory space used (RL1). This can be 

seen by the low level of interest with the GAP between the level of user satisfaction related 

to the PAP Laboratory spacious rooms used. 

In connection with Layouts supplies/office furniture (RL6) in general, respondents 

also showed their satisfaction over the layout. It is known by the small value gap 

between importance and satisfaction level of the respondents. With regard to the  ventilation  

of  the  room  (RL4),  the  respondent  should  feel  that  they  require ventilation but not yet 

feel satisfaction with the existing room ventilation. It can be seen from the high value of 

the gap between importance and satisfaction to ventilate the room. 

It can be concluded that in relation to variable laboratory room, the user is satisfied 

with the conditions of laboratory space. Just note again related to ventilate the room. This 

relates to the level of user comfort PAP laboratory. 

Table 2. Importance and Satisfaction Users PAP Laboratory for Variable PL 

 

Laboratory equipment variable is the second variable analyzed in this study. These 

variables are measured by four (4) indicators, the appropriate equipment/ machinery, the 

condition of equipment/machinery, the number of tools/machines and recency of 

equipment/machinery. The highest gap is in the completeness of equipment/ machinery 

(PL1). Users laboratory PAP as respondents revealed that in essence, a tool used in 

laboratory need to be completed again. Likewise with the condition of equipment/machinery 

(PL2) and the number of equipment/machinery (PL3). In accordance with the results of 

the analysis, it can be said that it still required the addition of appropriate 

equipment/machinery, improvement of the condition of equipment/machinery as well as the 

number of tools/machines. Although for recency equipment/machinery (PL4) respondents 

stated that they were satisfied. 

 

4.2 Analysis of Importance and Satisfaction Users PAP Laboratory 

This analysis is done by calculating the average indicator of the level of interest and 

the level of user satisfaction PAP laboratory. Furthermore, with the average value can be 

illustrated by Cartesian diagram. X-axis describes the value of the average rate of the 

satisfaction level. Y-axis shows the value of the average of importance level. 
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4.2.1 Cartesian diagram of Variable RL 

Table 3.  Average  Level  of  Importance and  Satisfaction  Users PAP  Laboratory for 

Variable RL 

ndicator 
Mean of Importance (Y) Mean of Satisfaction (X) 

RL1 3,49 2,87 

RL2 3,58 2,83 

RL3 3,49 2,78 

RL4 4,6 2,72 

RL5 3,49 2,77 

RL6 3,4 2,76 

Mean 3,675 2,788 
 

The table shows the results of the average rate of interest of the Laboratory of PAP 

for the variable RL is 3,675 with a satisfaction level of 2.788. Then, to determine any 

indicator in the RL variables included in quadrant A, B, C and D. Here is a cartesius diagram 

of the variable RL. 

 

 
Diagram 2. Importance and Satisfaction Users PAP Laboratory for Variable RL 

 

The diagram shows that indicators RL variable spreads in Quadrant A, C and D. It 

can be noted that: 

 



Analysis of the Importance and Satisfication Level... Susantiningrum, Tri Murwaningsih, Tutik Susilowati 

 

Proceeding The 2nd International Conference On Teacher Training and 
Education Sebelas Maret University 295 

                                    Volume 2 Number 1  2016  ISSN  : 25002 – 4124  
 

 

 

 

Quadrant A 

A quadrant can be known, that the user feels is important in the laboratory room 

ventilation PAP. However, they are not satisfied with the existing space ventilation. So it  

is  very  low  levels  of  satisfaction  for  ventilation  indicator.  Indirectly,  based  on 

research results, the PAP laboratory users want their improvement PAP ventilation 

laboratory space. 

 

Quadrant C 

In  quadrant  C,  room  lighting  indicator  (RL3),  Layout  equipment  /  office 

machines in general (RL5) and Layout supplies / office furniture in general (RL6), 

considered less important by respondents. Respondents also felt not quite satisfied with 

these indicators. Thus, the need to repair and shows the importance of these indicators for 

the PAP laboratory. 

 

Quadrant D 

Based on the results of the analysis indicate that users find spacious rooms 

(RL1) and the cleanliness of the room (RL2) PAP laboratory according to them is not 

too important. And they are quite satisfied with the cleanliness of the room is spacious and 

laboratory PAP. However, users tend to ignore the indicator located at this position. In 

accordance with the quadrant analysis, it can be seen that the need for improvements to 

lighting a room, equipment layout, equipment layout and spacious rooms as well as 

laboratory room cleanliness PAP. Thus, the user will feel comfortable and satisfied 

when using PAP laboratory. 

 

4.2.2 Variable Cartesian diagram KP 

Table 4.  Average  Level  of  Importance and  Satisfaction  Users PAP  

Laboratory for Variable PL 

Indi
cator 

Mean of Importance (Y) Mean of Satisfaction (X) 

PL1 3,68 2,86 

PL2 3,58 2,77 

PL3 3,52 2,71 

PL4 3,53 2,73 

Rata-rata 3,5775 2,7675 

 

Table 4 the average rate of interest of the Laboratory of PAP for variable PL is 

3.5775. While the level of user satisfaction PAP Laboratory for variable KP is 2.7675. 

Furthermore, to determine any indicator in OT variables included in quadrant A, B, C or 

D, then the following diagram is presented Cartesian. Interest showing in Cartesian 

diagram is to map the level of interest and the level of user satisfaction PAP Laboratory 

for variable PL. 
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Diagram 3. Importance and Satisfaction Users PAP Laboratory for Variable 

PL 
 
In accordance with the diagram 3, it is known that for PL variables, 

indicators are spread in Quadrant B and C. Thus it can be noted that: 
 
Quadrant B 
Having regard to the B quadrant, then the views of the interests of users 

Laboratories PAP, an indicator of the completeness of equipment / machinery, is 
at a high level, and the views of satisfaction, users feel a high level of satisfaction 
as well. Likewise, the indicator of the condition of equipment / machinery is. 

 
Quadrant C 
Quadrant C shows that when seen from the interests of users Laboratories 

PAP, both  indicators  of  equipment  /  machinery and  the  most  up-to-date  of  
equipment  / machinery, is not taken seriously. But when seen from the level of 
user satisfaction is quite good. However, users tend to ignore the indicator located 
at this position. 

 
Based on these results, it can be argued that the need for improvement in 

terms of equipment/machinery and the most up-to-date of equipment / machinery 
at the Laboratory of PAP. It can also be argued that the need to increase for 
completeness equipment / machinery and the condition of equipment / machinery. 
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5 CONCLUSION 

The conclusions of this research are: 
1. It needs to improve the lighting of the room, layout of the equipments, 

laboratory space, and its cleanliness. 

2. It needs to add the amount of the tools/machines, to improve the most up-to-

date of the tools/machines, and to repair them. 
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