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PREFACE

The Activities of the International Conference is in line and very appropriate with the
vision and mission of Bandar Lampung University (UBL) to promote training and
education as well as research in these areas.

On behalf of the Second International Conference on Engineering and Technology
Development ( 2" ICETD 2013) organizing committee, we are very pleased with the
very good response especially from the keynote speaker and from the participans. It
is noteworthy to point out that about 80 technical papers were received for this
conference.

The participants of the conference come from many well known universities, among
others : University Kebangsaan Malaysia — Malaysia, APTIKOM - Indonesia,
Institut Teknologi sepuluh November — Indonesia, Surya Institute — Indonesia,
International Islamic University — Malaysia, STMIK Mitra Lampung — lampung,
Bandung Institut of Technology — Bandung, Lecture of The Malahayati University,
B2TP — BPPT Researcher — lampung, Starch Technology Center — Lampung,
Universitas Islam Indonesia — Indonesia, Politeknik Negeri Malang -
Malang,University of Kitakyushu — Japan, Gadjah Mada University — Indonesia,
Universitas Malahayati — Lampung, Lampung University — lampung, Starch
Technology Center — Lampung, Universitas Riau — Riau, Hasanuddin University —
Indonesia, Diponegoro University — Indonesia, King Abdulaziz University — Saudi
Arabia, Parahyangan Catholic University — Indonesia , National Taiwan University—
Taiwan, Surakarta Christian University — Indonesia, Sugijapranata Catholic
University — Indonesia, Semarang University — Indonesia, University of Brawijaya —
Indonesia, PPKIA Tarakanita Rahmawati — Indonesia, Kyushu University, Fukuoka
— Japan, Science and Technology Beijing — China, Institut Teknologi Sepuluh
Nopember — Surabaya, Researcher of Starch Technology Center, Universitas
Muhammadiyah Metro — Metro, National University of Malaysia — Malaysia.

I would like to express my deepest gratitude to the International Advisory Board
members, sponsor and also to all keynote speakers and all participants. | am also
gratefull to all organizing committee and all of the reviewers who contribute to the
high standard of the conference. Also | would like to express my deepest gratitude to
the Rector of Bandar Lampung University (UBL) who give us endless support to
these activities, so that the conference can be administrated on time

Bandar Lampung, 29 August 2013-08-26

Mustofa Usman, Ph.D
2"4 |CETD Chairman
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Indonesian Puslit (Centre Of IT Solution) Website Analysis Using
Webqual For Measuring Website Quality

! Maria Shusanti Febrianti and * Nurhayati
Information System Study Program ,Computer Faculty, Bandar Lampung University
Email : * ayanuri29@gmail.com , 2 suzanne marial986@yahoo.co.id

Abstract - Media websites are all available information on the Internet. Needs also use
websites in need in an enterprise, companies can more easily promote their products using
the website penjualan.Kualitas services in disseminating information on the sales website
has become a very important requirement, as this may impact the level of subscriber
satisfaction and community wide that will access the company's website. INDONESIA
CV.PUSLIT website. INDONESIA Research Center or the IT Solution Center Indonesia is
one of the companies engaged in the sale of which is highly dependent to the Internet. It is
important for a website to be able to make the Research Center INDONESIA assessment of
the quality of the website using the WebQual is one method or technique of measuring the
quality of the website is based on the perception of the end user. This is because the
Research Center is a company focused to serve the development of the product - software
products (software or system) based Information Technology is marketed only through the
website. This method is an extension of the widely used SERVQUAL prior to the
measurement of service quality

Keyword : Webqual, Website, information, quality, useability, service, interaction
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INTRODUCTION

World Wide Web
(WWW) is all available infomation
medias in Internet. The need of using
website is also needed in a company, A
company usually is easier to promote their
product using website sales. The service
quality in sharing infornations on this
website has been important needed
because it will give impact in level
customer satisfaction and al citizens who
want to access it. At the end of improving
that service quality will become as the
indicator of successful of that company on
sailing and customer’s level satisfaction.
The Website of IT Solution Centre
company is one of company that join in
sailing which really related with internet.
It’s really important for PUSLIT
Indonesia website to make appraisal or
scorring on their website quality that give
some views of their characteristics
program from a service quality of web
design, information  quality, and
interaction quality using webqual which is
one of method or website quality leveling
method based on the last user. This
method is an  improving  from
SERVQUAL that has been used by many
companies on service quality
measurement.  Webqual has  been
developed since 1998 and has got some
interactions on dimention stacking and the
grain questions. Webqual 4.0 is designed
based on observation in three (dimention)
areas quality such as information quality,
usability, and service interaction.

Website or

PROCEDURE

Webqual has been developed since
1998 and has got some interactions on
dimention stacking and 14grain questions
(Barnes and Vidgen, 2002). Webqual 3.0
was designed by observing in 3 areas,
suchas:

1. The information quality from
information ~ system  observation
(Information  Quality). Information

Quality is the quality of content that
available on site, accepted or not
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accepted for user purpose like
acuration, the form and the relation
(Barnes and Vidgen, 2002, p. 122)

2. The interaction and the service quality
from information system quality
observation  (Service Interaction
Quality). System interaction quality is
a quality from service interaction that
happen by the users when they
investigate into the deeper site, which
will view in believing and emphaty.
For example: The issue from the safing
of information and transaction, product
delivery, personalisation, and
communication with site’s owner
(Barnes and Vidgen, 2002, p. 122).

3. The usability from human computer
intteraction. Usability is a quality that
related with site design, for example
the appearance, the easier way of using
navigation, and the view that will be
sent to the user.

The quality measurement website
model is made based on Barnes and
Vidgen, 2003, The list of the question is
made by 3 webqual dimention.

See on this table below

Table 4 WebQual 4.0 Istrument

=

Quality \ Description

Usability

1 1 find the site easy to learn to operate

2 My interaction with the site is clear and understandable

3 1 find the site easy to navigate

4 1 find the site easy to use

3 The site has an attractive appearance

6 The design is appropriate to the type of site

i The stte conveys a sense of competency

8 The site creates a positive experience for me

Information Quality

9 Provides accurate information

10 Provides believable information

11 Provides timely information

12 Provides relevant information

13 Provides easy to understand information

14 Provides information at the right level of detail

15 Presents the information in an appropriate format

Interaction Quality

16 Has a good reputation

17 It feels safe to complete transactions

18 My personal mformation feels secure

10 Creates a sense of personalization

20 Conveys a sense of community

21 Makes it easy to communicate with the organization
1 feel confident that goods'services will be delivered as

2 promised

Overall impression

2 | My overall view of this Web-site .
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Accordint to webqual theory, there
is 3 dimentions that represent a website
quality, such as usability, information
quality, service interaction. As the
ilustrated on the table 4. The user
perception about a good information
system is a system where the users feel
satisfied because of the website quality.
This quality is composed by 3 dimentions
from webqual 4.0. The previous research
suggest that webqual dimention can
predict the user satifaction and the user’s
purpose on using the system again.

RESULT

Indonesian Puslit Website or The
centre of IT solution Indonesia sailing or
endorsment website from cv. puslit
indonesia. The domain name of puslit
Indonesia is puslit.com, because puslit is a
company that foccus to serve developing
software and system products based on
information and technology (IT) that is
only sold by this website. Making website
that will be the main media for sailing
must has good stabilitation and perfect
acurration. From description above about
Indonesian puslit website , we conclude
that it is really important to able to make
scorring of the website quality that will be
used.

The data can be got from this observation
result is qualitative data. The qualitative
data is got from the quitioner respon of
responden user and developer on puslit’s
website observation. This observation is
observed to the responden who has used
indonesian puslit website. The responden
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is an actor who is drawn on use case.

Diagram on picture 1

Gambar 10. Use Case Diagram

The Quitioner Result

From all quitioner that we’re got,
30 respondens are doing analysis data
using microsoft office exel. The first step
that we must be done is doing validation
and reabilitation test from the questions
on quitioner. The validation and
reabilitation testing are the process for
testing all available grain question on the
quitioner, are the grain questions valid
and reliable? If it is already valid and
reliable it means those questions already
can be used to measure the factors. The
next step is testing all the factors, are
them already valid to measure available
constuct? In that grain testing, can be be
has grain is not valid and reliable, so it
must be replaced with another question.
The validation testing is doing by seeing
corrected item-total correlation dalam on
factor analysis. Number of corrected item-
total correlation is from the correlation of
moment product between the grain
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question that will be tested and the no. Of
grain question.

The Analysisi Data Of Quitioner Result

a. Web Information Quality

in web information quality has 8
question. Every question has level result
and if it is compared by the number of the
statistics will get last result to web
information quality.

Q8

4% 10%
" 7% MKurang Bagus
21% @

B SangatKurang Bagus

i Cukup Bagus

MBagus

v 4
38%

M Sangatbagus

Question “T find the site easy to
learn to operate?”.

Q1

3

0% 0%
—

—_

B Sangat Kureng Bagus
B Xurang Bagus

W Cukup Bagus

W Bzpus

i Sangat bagus

Picture 11. The percentage chart of user
response quitioner Q1

Based on picture 11, it shows 0%
answer very not good, 0% answer not
good, 03% answer good enough, 47%
answer good and 50% answer very good.
So from the level percentage that many
respondens answer very good.

2. Question “My interaction with the
site is clear and understandable?”.

300

0%
' W 5angat Kurang Bagus
WKurang Bagus
W Cukup Bagus
EBagus

W 5angat bagus

Picture 12. The percentage chart of user
response quitioner Q2

Based on picture 12, it shows 3% answer
very not good, 0% answer not good, 0%
answer good enough, 40% answer good,
57% answer very good, So from the level
percentage that many respondens answer
very good.

3. Question “I find the site easy to
navigate?

&h ] 0‘3

_\\
A\ gy

B SangatKurang Bagus
BKurang Bagus

m Cukup Bagus

W Bagus

BSangat bagus

I
Picture 13. The percentage chart of user

response quitioner Q3

Based on picture 13, it shows 3% answer
very not good, 0% answer not good, 3%
answer good enough, 54% answer good,
40% answer very good. So that by
percentage level many respondens answer
very good.

4. Question “I find the site easy to use.”

Q4 7
BSangatKurang Bagus
3%
MKurangBagus

o,
30% ’, 13% 1 Cukup Bagus
WBagus
‘ W Sangat bagus
m4

47%
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Picture 14. The percentage chart of user
response quitioner Q4

Based on picture 14, it shows 3%
answer very not good, 7% answer not
good, 13% answer good enough, 47%
answer good, 30% answer very good. So
that by percentage level many respondens
answer good.

5. Question “The site has

attractive appearance”

an

Picture 15. The percentage chart of user
response quitioner Q5

Based on picture 15 , it shows 3%
answer very not good, 0% answer not
good, 10% answer good enough, 47%
answer good, 40% answer very good.

So that by percentage level many
respondens answer good.
6. Question “The design is

appropriate to the type of site”.

3%
0%

Q6

'7%

- A

B SangatKurang Bagus

W KurangBagus
# Cukup Bagus
WBagus

B Sangatbagus

Picture 16. The percentage chart of user
response quitioner Q6
Based on picture 16, it shows 3% answer
very not good, 0% answer not good, 7%
answer good enough, 50% answer good,
40% answer very good. So that by
percentage level many respondens answer
very good.

301

7. Questions “The site conveys a
sense of competency.”

Q7

3%

0% 0%
1
B Sangat Kurang Bagus
M Kurang Bagus
% Cukup Bagus
W Bagus

W Sangatbagus

Picture 17. The percentage chart of user
response quitioner Q7

Based on picture 17, it shows 0%
answer very not good, 0% answer not
good, 13% answer good enough, 44%
answer good, 43% answer very good. So
that by percentage level many respondens
answer good.

8. Question “The site creates a
positive experience for me.”

Picture 18. The percentage chart of user
response quitioner Q8

Based on picture 18 , it shows 4%
answer very not good, 10% answer not
good, 7% answer good enough, 38%
answer good, 41 answer very good. So
that by using percentage level many
respondens answer very good.

In website information quality from
8 question, that consist of Q1,02,Q8 the
result is very good and the result for the
rest such as , Q3,Q4,Q5,Q6,Q7 is good.
Finally the last result of website
information quality is in good level.

B. Site Design Quality

In site design quality has 7
questions. Every bquestions has level
result and after cpmpairing with the no.
Of the statistics will get final level result
to site design quality.
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9. Question
information?”.

“Provides

3%
" Q9 o
' 17%

B Sangat Kurang Bagus
MKurangBagus

# Cukup Bagus
WBagus

W Sangat bagus

accurate

ISSN 2301-6590

Picture 21. The percentage chart of user
response quitioner Q11

Based on picture 21, it shows 3%
answer very not good, 7% answer not
good, 17% answer good enough, 36%
answer good, 37% answer very good. So
that by using percentage level many
respondens answer very good.

12.Question “Provides relevant
Picture 19. The percentage chart of user
response quitioner Q9
: . Ql12
Based on picture 19, it shows 3%
answer very not good, 0% answer not 0% 10% .

good, 17% answer good enough, 43%

answer good and 37% answer very good

.So that by using percentage level many

respondens answer good.

10. Question “Provides
information

Q10

0% 0% 7%

B Sangat Kurang Bagus

10%
WKurang Bagus

1 CukupBagus

HBagus

believable BSangathagus

information” .
W SangatKurang Bagus
Picture 22. The percentage chart of user
response quitioner Q12
Based on picture 22, it shows 0% answer
very not good, 10% answer not good,
10% answer good enogh, 43% answer

good, and 37% answer very good.
So that by using percentage level many
respondens answer good.

WKurangBagus
1 Cukup Bagus
43¢ mBagus
B Sangat bagus

Picture 20. The percentage chart of user
response quitioner Q10

Based on picture 20, it shows 0%
answer very not good, 0% answer not
good, 7% answer good enough, 43%
answer good, and the rest say that it is
very good(50%).
So that by using percentage level many
respondens answer good.

13. Question “Presents the information
in an appropriate format ”’
Picture 23. The percentage chart of user

Q13

3%

10% B Sangat Kurang Bagus

11.Question “Provides  timely " WKurangBagus
information” . 139 ncukupBagus
Bagus
Q1 1 ’ B Sangatbagus
3% 7% o

response quitioner Q13

lSangatKurang Bagus
’, 17% WKurang Bagus
1 CukupBagus

HBagus
B Sangat bagus
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Based on picture 23, it shows 3%
answer very not good, 10% answer not
good, 13% answer good enogh, 37%
answer good, and 37% answer very good.
So that by using percentage level many
respondens answer very good.

14.  Question “Provides information at
the right level of detail”

Q15

0% 0% 0%

W SangatKurang
M Kurang Bagus
m Cukup Bagus
W Bagus

M Sangat bagus

m O

Picture 24. The percentage chart of user
response quitioner Q14

Based on picture 24, it shows 7%
answer very not good, 0% answer not
good, 17% answer good enogh, 33%
answer good, and 43% answer very good.
So that by using percentage level many
respondens answer very good.

15. Question “Presents the information
in an appropriate format

Picture 25. The percentage chart of user
response quitioner Q15

Based on picture 25, it shows 0%
answer very not good, 0% answer not
good, 0% answer good enogh, 53%
answer good, and 47% answer very good.
So that by using percentage level many
respondens answer good.

C. Usability Quality

In the use of quality there are 7
questions. Every question has level result
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and after comparing with the no. Of the
statistics will get final level result for
using of quality.

16. Question “Has a good
reputation”
0% Q 1 6 B SangatKurang Bagus

0% 0% M KurangBagus
# Cukup Bagus
WBagus
W Sangatbagus

3

Picture 26. The percentage chart of user
response quitioner Q16

0%

3% Q20

'Y

Based on picture 26 , it shows 0%
answer very not good, 0% answer not
good, 0% answer good enough, 33%
answer good, 67% answer very good. So
that by using percentage level many
respondents answer very good.

10%

W Sangat Kurang Bagus
M Kurang Bagus

# Cukup Bagus
WBagus

W Sangatbagus

17.Question “It feels safe to complete
transactions”

0% Q
* Q17
7%
’ W SangatKurang Bagus
MKurangBagus
i Cukup Bagus

MBagus

M Sangatbagus

Picture 27. The percentage chart of user
response quitioner Q17
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Based on picture 27 , it shows 3%
answer very not good, 0% answer not
good, 7% answer good enough, 50%
answer good, 40% answer very good. So
that by using percentage level many
respondents answer good.

18. Question “My  personal
information feels secure ”
0% 0% 10%

[ Sangat Kurang Bagus
WKurangBagus
 CukupBagus

MBagus

W Sangatbagus

m5

Picture 28. The percentage chart of user
response quitioner Q18

Based on picture 28 , it shows 0%
answer very not good, 0% answer not
good, 10% answer good enough, 43%
answer good, 47% answer very good. So
that by using percentage level many
respondents answer very good.

19. Question  “Creates a sense of
personalization”

Picture 29. The percentage chart of user
response quitioner Q19

Based on picture 29 , it shows 0%
answer very not good, 0% answer not
good, 7% answer good enough, 50%
answer good, 43% answer very good. So
that by using percentage level many
respondents answer good.

0%

0% 7% ng

[ Sangat Kurang Bagus
MKurangBagus

B Cukup Bagus
MBagus

W Sangatbagus

-t
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20. Question “Conveys a sense of
community”

Picture 30. The percentage chart of user
response quitioner Q20

Based on picture 30, it shows 3%
answer very not good, 0% answer not
good, 10% answer good enough, 37%
answer good, 50% answer very good. So
that by using percentage level many
respondents answer very good.

21. Question  “Makes it easy to
communicate with the organization.”

0% 10% QZ 1

0%

W SangatKurang Bagus
MKurang Bagus

# Cukup Bagus
WBagus

W Sangat bagus

Picture 31. The percentage chart of user
response quitioner Q21

Based on picture 31, it shows 0%
answer very not good, 0% answer not
good, 10% answer good enough, 50%
answer good, 40% answer very good. So
that by using percentage level many
respondents answer good.

22. Question “I feel confident that
goods/services will be delivered as
promised”

Picture 32. The percentage chart of user
response quitioner Q22
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b 'oasbj;enggunaan
ebsite

B Sangat Kurang Bagus
M Kurang Bagus
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70%

W Sangatbagus
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Based on picture 32, it shows 0%
answer very not good, 0% answer not
good, 7% answer good enough, 40%
answer good, 53% answer very good. So
that by using percentage level many
respondents answer very good.

In website information quality from
8 question, that consist of
Q16,Q18,Q20,Q22 the result is very good
and the result for the rest such as |,
Q17,Q19,Q21 Q3, is good. Finally the last
result of website information quality is in
very good level generally.

Website Quality
Sacle of website
Characterists quality
Usibility B
Information Quality | SB
Interaction Quality | SB

Table 5 The last result of quitioner
The Analysis data of interview result

This analysis is doing after did interview,
so it will get last same level in quitioner
such as very not good, not good, good
enough, good, and very good. The level
result from every available risk in
interview gives result such as very not
good 0%, not good 0%, good enough 0%,
good 30%, and very good 70%. The
quality of using website has last level
result is very good or sangat baik (SB).
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The Merging data analysis results of
quitioners and interviews

After analyze the result of quitioner and
interview those result will be mixed, so
will give website measurement result
puslit.com based on webqual 4 website
quality.

The Conclusion

After analyze result of quitioner and
interview , those result will be mixed and
compared the needed level in instrument
of webqual 4.

The Quality of Indonesian Puslit's site

Characteristis | quitioner Interview Result
Usability B B B
Information Quality | SB B SB
Interaction Quality | B B SB

Table 6 The obsevation result of
PUSLIT’s site based on webqual

Based on the submitting rersult and
analyze data on this observation, so it can
be taken a coclusion that 3 available
characteristics in  webqual such as
usability, information quality, interaction
quality are got very good result. (SB)

From 23 grains questions that make
dimention from webqual 1 the questions
is not because only include some and not
for all and it is already representative by
many factors questions above. From 3
dimentions webqual 4, only the function
and the interaction quality that many
people think influenced the customer’s
satisfying. Meanwhile the dimention of
information quality is thought don’t have
any influenced to site user’s satifaction. It
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also can be as the seller’s note to improve
their content quality from their own site.
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