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ABSTRACT 

 

"IMPLEMENTATION OF SERVICE EXCELLENCE TO IMPROVE THE 

QUALITY OF INCLUSIVE EDUCATION SERVICES AT SDIT AZ-

ZAHRA CIBITUNG, BEKASI REGENCY" 

 

Adi Kusuma Wardana 

Program Studi Magister Manajemen Pendidikan Islam 

almumtazy.ady@gmail.com 

 

 

 

This study aims to analyze the implementation of service excellent principles in 

improving the quality of inclusive education services at SDIT Az-Zahra Cibitung, 

Bekasi Regency. This research employs a qualitative approach with a case study 

method. Data were collected through in-depth interviews, participatory 

observation, and documentation. Data analysis was conducted interactively 

through data reduction, data display, and conclusion drawing. 

The findings reveal that the implementation of service excellent at the school has 

been carried out fairly well, guided by the A6 indicators (Ability, Attitude, 

Appearance, Attention, Action, and Accountability). Although some challenges 

persist—such as limited teacher training, inadequate inclusive facilities, and the 

absence of structured SOPs for inclusive services—the values of inclusion have 

been deeply internalized within the school’s work culture. The quality of inclusive 

education services produced can be assessed through SERVQUAL indicators: 

tangible, reliability, responsiveness, empathy, and assurance. Overall, the school 

has succeeded in creating an educational environment that is humane, responsive, 

and equitable for students with special needs. 

Keywords: Service Excellent, Inclusive Education, Quality of Service, SDIT Az-
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Penelitian ini bertujuan untuk menganalisis implementasi prinsip service excellent 

dalam meningkatkan mutu layanan pendidikan inklusi di SDIT Az-Zahra Cibitung, 

Kabupaten Bekasi. Penelitian ini menggunakan pendekatan kualitatif deskriptif 

dengan metode studi kasus. Teknik pengumpulan data dilakukan melalui 

wawancara mendalam, observasi, dan dokumentasi. Analisis data dilakukan secara 

interaktif melalui reduksi data, penyajian data, dan penarikan kesimpulan. 

Hasil penelitian menunjukkan bahwa implementasi service excellent di sekolah ini 

telah berjalan dengan cukup baik, dengan berpedoman pada enam indikator A6 

(Ability, Attitude, Appearance, Attention, Action, dan Accountability). Meskipun 

masih terdapat kendala, seperti keterbatasan pelatihan guru, minimnya fasilitas 

ramah disabilitas, dan belum adanya SOP layanan inklusi yang terstruktur, namun 

nilai-nilai inklusi telah tertanam kuat dalam budaya kerja sekolah. Mutu layanan 

pendidikan inklusi yang dihasilkan dapat dilihat melalui indikator SERVQUAL, 

yang mencakup tangible, reliability, responsiveness, empathy, dan assurance. 

Secara umum, sekolah mampu menciptakan layanan yang manusiawi, responsif, 

dan berkeadilan bagi siswa berkebutuhan khusus. 

Kata kunci: Service Excellent, Pendidikan Inklusi, Mutu Layanan, SDIT Az-Zahra. 
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