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Abstract: The Test of English as a Foreign Language (TOEFL) is increasingly crucial for
pursuing higher education and advancing in one’s job but many university students appear
to be uninformed and find it challenging to achieve high TOEFL ITP scores. Upon
completing their undergraduate education, students recognized the significance of a TOEFL
ITP in order to fulfill the requirements of certain institutions. Nowadays, many educational
institutions in Indonesia, whether public or private, have implemented creative programs
to enhance their graduates' TOEFL ITP scores. One of them is ITBM Balik Diwa Makassar
that attempted to enhance their students’ scores by including TOEFL ITP material into their
English class. However, this class should undergo evaluation every semester to gather
feedback for refining learning methods. This study attempts to evaluate the students’
satisfaction with the TOEFL ITP learning program across 16 meetings. The study used
descriptive quantitative techniques and questionnaires to gather primary data. The results
show that the majority of participants were content with the TOEFL ITP service program.
While satisfaction levels varied among tables, neutral levels were generally high. A small
minority of respondents reported unhappiness, but the overall percentage indicates a good

outlook, with a cumulative percentage of 100.0% in each table.
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INTRODUCTION

In this era of globalization, educational challenges are increasingly complex,
with demands to prepare individuals to adapt to rapid changes at the global level.
In response to this dynamic, a deep understanding of language skills, especially
English language proficiency through the TOEFL exam, becomes crucial to ensuring
that students are able to compete effectively on the global stage.

English proficiency, as a global language that dominates international
communication, is not only a communication tool but also the main key to opening
the door to educational and career opportunities. TOEFL learning success not only
reflects the level of language proficiency but is also an important indicator for
measuring individual readiness to face the increasing dynamics of globalization.
Therefore, in the world of Indonesian national education, educators have made
various efforts to prepare students to face global competition, enabling them to
compete in higher education and the workforce.

Various universities independently promote the quality of education by
producing graduates who can compete in the world of work. So there are many
things that must be done, starting with improving facilities, evaluating the
curriculum, developing teaching materials, improving administrative and academic
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management, and most importantly, developing human resources who will be the
actors and supporters of these goals.

In efforts to improve the quality of human resources in the world of education,
mastery of foreign languages, especially TOEFL ITP for ITBM Balik Diwa Makassar
students, is critical important. This is based on various considerations. If universities
want to produce graduates who are able to compete in the world of work or
continue their education to a higher level, where TOEFL ITP is one of the
requirements, then this program is a necessity in the current global and
communication era. Therefore, mastery of the TOEFL ITP at the ITBM Balik Diwa
Makassar College is highly emphasized. Mastering the TOEFL ITP well can prepare
students to actively participate in global competition in the future.

It is necessary to evaluate the learning program through a satisfaction level
survey distributed to students who take part in the program so that lecturers have
a reference as to whether the TOEFL ITP class is running effectively or not. In this
case, factors that contribute to student satisfaction include the quality of learning
materials, teaching methods, and the level of support from tutors or teachers. By
understanding these dynamics, this research will involve a holistic evaluation of
these factors and how they interact to shape student satisfaction levels.

Students are consumers or customers of a higher education institution
(university), so the concept of student satisfaction can be equated with customer
satisfaction, namely the level of a person's feelings after comparing the
performance or results they feel compared to their expectations, while Wilkie
defines customer satisfaction as an emotional response to an evaluation of the
experience of consuming a product or service (Tjiptono, 1997). Satisfaction is the
level of consumer feelings obtained after consumers do or enjoy something.
Therefore, student satisfaction results from the variance between students'
expectations (expected value) and the actual situation offered by universities to
fulfill those expectations.

Evaluation of student satisfaction levels is not only an end goal but also a
means of improving and developing the TOEFL ITP learning program. By
understanding the factors that influence student satisfaction, program
administrators can design appropriate changes to increase program effectiveness,
respond to student needs, and ensure the maintenance of highquality standards.

This conclusion again confirms that the level of student satisfaction is not just
an emotional response but is a direct reflection of the effectiveness of the program.
Through understanding student satisfaction levels, TOEFL learning programs can
be improved continuously, ensuring that learning success is not only measured from
purely technical aspects but also from students' experiences and satisfaction in their
learning journey.

RESEARCH METHODOLOGY
This study employed quantitative approaches, a positivist mindset, and a
descriptive methodology. Quantitative research include examining certain
populations or samples, choosing random samples, and interpreting the data
through statistical techniques (Sugiyono, 2015).
78 freshmen at ITBM Balik Diwa Makassar took part in an English lesson
specifically centered on TOEFL ITP during the 2023—-2024 academic year. The class
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occurred from September 24, 2023, to January 11, 2024, with 16 meetings, each
lasting 120 minutes.

This study employed the saturation sampling technique by including the entire
population as the research sample. Sugiyono (2021: 133) describes saturated
sampling as an approach that involves including all persons in the population as
samples or respondents. 55 out of the 78 individuals in the study provided complete
responses that were appropriate for further investigation.

We collected original data after the last semester by circulating a survey on
student satisfaction level through a Google Form. Google Forms is a tool that
contains templates or worksheets created for gathering user information either
individually or jointly.

The questionnaire used a 5-point Likert scale with options ranging from 1 for
very dissatisfied to 5 for very satisfied. Reliability was evaluated utilizing Cronbach's
alpha in IBM SPSS Statistics 24. Ghozali (2009) asserts that validity tests evaluate
the accuracy of a questionnaire.

The Cronbach's alpha test produced a result of 0.886 (table 1), suggesting
that the questionnaire used in this study is reliable and appropriate for data
gathering.

Table 1. The result of Reliability of Statistic
Reliability Statistics
Cronbach's Alpha N of Items

.886 10

RESULT AND DISCUSSION
The researcher summarizes the study's findings into three main points: first,

discussing the reliability of the statistic; second, analyzing the characteristics of
participants; and finally, examining the satisfaction level of students in the TOEFL
study program in relation to the Test of English as a Foreign Language (TOEFL).
These points are elaborated on individually from questions 1-10.

Table 2. The result of Reliability of Statistic

Cases N %
Valid 55 100.0
Excluded 0 .0

Listwise deletion based on all variables in the procedure.

Table 2 displays the number of cases and the data's validity. 55 cases were
deemed legitimate, accounting for 100% of all cases. No instances were omitted,
resulting in an exclusion percentage of 0.0%. There were 55 cases in total, all of
which had 100% legitimacy.

32



The result of Characteristics of Participants

@ BDP
@ Laki - laki @® THP
@ Perempuan 1K

@ FsP

@ HB

First pie chart Second pie chart

The first pie charts displays the attributes of the individuals enrolled in the
TOEFL ITP class during 16 meeting. Regarding gender, there are 30 male
participants, accounting for 54.5% of the total, and 25 female participants,
accounting for 45.5% of the total. Therefore, the prevailing gender is male. The
second pie chart illustrates that BDP students comprise the largest proportion of
participants in this class, accounting for 41.8% of the total. Following them are PSP
and THP students, who collectively make up 20% of the total. The remaining 9.15%
of participants are from IK and HB students.

Table 3. Level of respondent satisfaction with the TOEFL ITP class service program

in questions one to ten.

1. How satisfied are you with the overall TOEFL study program?

Cumulat
Frequency Percent Valid Percent ive Percent
Valid Very 1 1.8 1.8 1.8
dissatisfied
Neutral 12 21.8 21.8 23.6
Satisfied 23 41.8 41.8 65.5
Very satisfied 19 34.5 34.5 100.0
Total 55 100.0 100.0

Four categories of satisfaction are detected in the table: "very dissatisfied,"
"neutral," "satisfied," and "very satisfied." Out of 55 respondents, just 1.8%
expressed being "very dissatisfied" with the service. 21.8% of respondents
supported the "neutral" category. 41.8% of respondents were "satisfied" with the
service, while 34.5% were "very satisfied." Analysis indicates that 23.6% of
respondents had neutral or higher satisfaction levels, whereas all respondents
experienced different levels of satisfaction. The table offers valuable information on
how respondents view the services offered. The distribution of satisfaction can
serve as a foundation for evaluating and enhancing the services.

2. To what extent does the TOEFL study program meet your expectations?

Cum
ulative
Frequency Percent Valid Percent  Percent
Valid Very dissatisfied 1 1.8 1.8 1.8
Not satisfied 2 3.6 3.6 5.5
Neutral 17 30.9 30.9 36.4
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Satisfied 24 43.6 43.6 80.0
Very satisfied 11 20.0 20.0 100.

Total 55 100.0 100.0

The table analysis indicates that most respondents were satisfied with the
TOEFL ITP service program. The majority of participants in the assessment, 63.6%,
expressed good feelings by stating they were "Satisfied" or "Very Satisfied." While
30.9% of respondents were neutral, just 5.4% voiced unhappiness, indicating a
comparatively low degree of discontent. An accumulation of data indicates that
80.0% of respondents expressed pleasure or high satisfaction, painting a favorable
image of the overall satisfaction level. While the results are optimistic, it is important
to take into account individual differences and contextual elements that could
impact satisfaction ratings. Deeper analysis can offer more insight to aid decision-
making or identify essential improvements.

3. How do you assess the quality of the TOEFL learning materials provided?

Cumula
Frequency Percent Valid Percent  tive Percent
Valid Very dissatisfied 1 1.8 1.8 1.8
Not satisfied 2 3.6 3.6 5.5
Neutral 4 7.3 7.3 12.7
Satisfied 22 40.0 40.0 52.7
Very satisfied 26 47.3 47.3 100.0

Total 55 100.0 100.0

The data indicates that most respondents showed a favorable degree of
satisfaction with the assessed TOEFL ITP service program. 87.3% of respondents
were satisfied, with 40.0% feeling "Satisfied" and 47.3% feeling "Very Satisfied".
There was a notable enhancement from prior outcomes, suggesting a favorable
shift in subjective contentment. The percentage of respondents in the "Neutral"
category declined to 7.3%, suggesting that most respondents hold a more definitive
opinion on the subject or service. The cumulative percentage of 100.0% indicates
that most respondents were satisfied or very satisfied with the subject or service
being evaluated. While the general outcomes indicate a favorable reaction,
additional examination can be carried out to comprehend the elements that
contribute to high degrees of contentment and to pinpoint locations that may
require enhancement.

4, To what extent do you feel that TOEFL preparation has helped improve your

English language skills?

Valid Cumulative

Frequency Percent Percent Percent
Valid Not satisfied 2 3.6 3.6 3.6
Neutral 19 34.5 34.5 38.2
Satisfied 20 36.4 36.4 74.5
Very satisfied 14 25.5 25.5 100.0
Total 55 100.0 100.0
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The table indicates that most respondents were satisfied with the TOEFL ITP
service program. 61.9% of respondents were satisfied, with 36.4% feeling
"Satisfied" and 25.5% feeling "Very Satisfied". 34.5% of respondents fell into the
"Neutral" category, showing differing levels of satisfaction perceptions. Despite a
minor percentage of unhappy respondents (3.6%), the total cumulative percentage
was 100.0%, indicating an overall positive outcome.

5. What do you think about the teaching methods used in the TOEFL study
program?

Cumulative
Frequency Percent Valid Percent Percent
Valid Very 1 1.8 1.8 1.8
dissatisfied

Not satisfied 2 3.6 3.6 5.5

Neutral 6 10.9 10.9 16.4

Satisfied 27 49.1 49.1 65.5

Very satisfied 19 34.5 34.5 100.0

Total 55 100.0 100.0

The chart indicates that most respondents had a favorable degree of
satisfaction with the TOEFL ITP service program. 83.6% of respondents reported
feeling satisfied or extremely satisfied, with 49.1% indicating they were "Satisfied"
and 34.5% indicating they were "Very Satisfied." 10.9% of respondents had a
neutral sentiment (category "Neutral"), showing diverse satisfaction perceptions
within the group. Despite a minor percentage of unhappy responses (5.5%), the

total cumulative percentage was 100.0%, indicating an overall positive outcome.
6. How effective do you think tutor or instructor support is in helping you understand TOEFL
material?

Valid Cumulative
Frequency Percent Percent Percent
Valid Very 2 3.6 3.6 3.6
dissatisfied
Not satisfied 2 3.6 3.6 7.3
Neutral 13 23.6 23.6 30.9
Satisfied 20 36.4 36.4 67.3
Very satisfied 18 32.7 32.7 100.0
Total 55 100.0 100.0

Based on the data from table question 6, it is evident that most respondents
showed a high degree of satisfaction with the TOEFL ITP service program. 69.1%
of respondents reported feeling satisfied or extremely satisfied, with 36.4%
indicating satisfaction as "Satisfied" and 32.7% indicating satisfaction as "Very
Satisfied". There was variability in satisfaction perceptions, with 23.6% of
respondents expressing neutrality. 7.3% of respondents expressed dissatisfaction
with the issue or service. The complete sum presents a favorable outlook, with a
cumulative percentage of 100.0%.
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7. Do you feel more confident in facing the TOEFL exam after taking this program?

Cumulative
Frequency Percent Valid Percent Percent
Valid Very dissatisfied 2 3.6 3.6 3.6
Not satisfied 3 5.5 5.5 9.1
Neutral 15 27.3 27.3 36.4
Satisfied 26 47.3 47.3 83.6
Very satisfied 9 16.4 16.4 100.0

Total 55 100.0 100.0
Based on the data from table question 7, it is evident that most respondents
showed a high degree of satisfaction with the TOEFL ITP service program. 63.7%
of respondents reported feeling satisfied or extremely satisfied, with 47.3%
indicating they were "Satisfied" and 16.4% indicating they were "Very Satisfied".
There was diversity in satisfaction perceptions, with 27.3% of respondents
expressing neutrality. 9.1% of respondents expressed dissatisfaction with the
content or service. The complete sum presents a favorable outlook, with a
cumulative percentage of 100.0%. Further investigation could offer further insight
into comprehending the reasons that either bolster or constrain these degrees of
contentment.
8. What is your comfort level in accessing the TOEFL learning resources
provided?

Cumulative
Frequency Percent Valid Percent Percent
Valid Not satisfied 1 1.8 1.8 1.8
Neutral 12 21.8 21.8 23.6
Satisfied 31 56.4 56.4 80.0
Very satisfied 11 20.0 20.0 100.0

Total 55 100.0 100.0

The data indicates that most respondents showed a high degree of satisfaction
with the TOEFL ITP service program. 76.4% of respondents were satisfied or
extremely satisfied, with 56.4% feeling "Satisfied" and 20.0% feeling "Very
Satisfied". 21.8% of respondents were neutral about this question, while only 1.8%
were unhappy. The complete sum presents a favorable outlook, with a cumulative
percentage totaling 100.0%. Additional investigation may offer further insight into
comprehending the aspects that either bolster or restrict these degrees of
happiness.
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9. Do you feel involved and motivated during the TOEFL learning process?

Valid Cumulative
Frequency Percent Percent Percent
Valid Very dissatisfied 1 1.8 1.8 1.8
Neutral 16 29.1 29.1 30.9
Satisfied 19 34.5 34.5 65.5
Very satisfied 19 34.5 34.5 100.0
Total 55 100.0 100.0

The data in the table indicates that most respondents showed a high degree
of satisfaction with the TOEFL ITP service program under evaluation. 69.0% of
respondents expressed satisfaction, with 34.5% indicating they were "Satisfied"
and 34.5% indicating they were "Very Satisfied". 29.1% of respondents were
ambivalent about this subject, while only 1.8% were highly dissatisfied. The total
sum indicates a favorable outcome, with a cumulative percentage of 100.0%.

10. Are there certain aspects of the TOEFL study program that need to be
improved to increase your satisfaction?

Cumulative
Frequency Percent Valid Percent Percent
Valid  Very dissatisfied 2 3.6 3.6 3.6
Neutral 20 36.4 36.4 40.0
Satisfied 22 40.0 40.0 80.0
Very satisfied 11 20.0 20.0 100.0

Total 55 100.0 100.0

According to the statistics in the previous question table, most respondents
showed a favorable level of satisfaction with the assessed TOEFL ITP service
program. 60.0% of respondents reported feeling satisfied or extremely satisfied,
with 40.0% indicating they were "Satisfied" and 20.0% indicating they were "Very
Satisfied". 36.4% of respondents were ambivalent about the question, while only
3.6% were highly dissatisfied. The complete sum presents a favorable outlook, with
a cumulative percentage of 100.0.

CONCLUSION

The survey statistics from tables 1 to 10 indicate that most respondents,
regardless of gender, showed a high degree of satisfaction with the TOEFL ITP
service program under review. The majority of respondents reported being either
"Satisfied" or "Very Satisfied," reaching a peak at table 6 with a total proportion of
80.0%. While satisfaction levels vary across different tables, neutrality seems to be
particularly strong in tables 4 and 5. While a few respondents were dissatisfied, the
general percentage remains positive, totaling 100.0% in each table. The significant
neutrality present suggests that satisfaction levels can be enhanced by gaining a
deeper grasp of respondents' preferences and expectations. Examining each table
in more detail can offer greater understanding of the elements that contribute to
or hinder satisfaction levels, aiding in the creation of strategies for enhancement or
advancement.
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