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ABSTRACT 

The application of Information Technology in government is not only based on 

the desire to create a more efficient government, but also to improve the 

public access to information and the quality of services developed by the 

government. This study measures the extent of the quality of citizens’ 

aspirations service at Badung Communication and Information website. The 

method used is the E-Govqual method, since it was created specifically to 

assess government-owned websites. E-Govqual itself has 22 attributes which 

are divided into five variables; namely Ease of Use, Trust, Reliability, Content 

and Appearance of Information, and Citizen Support. The data collected were 

analyzed using the Importance Performance Analysis (IPA) method in order to 

obtain indicators that are in need of improvement or to be maintained based 

on users' perceptions and expectations. The result of the analysis shows that 

the citizens’ aspirations service at Badung Communication and Information 

website is still not in accordance to the users' expectations. This is shown by 

the suitability value of <100%, which is 81%; and the average result of the gap 

value of <0, which is -0.84. There are 10 attributes of the main improvements 

to the citizens’ aspirations service at Badung Communication and Information 

website. 
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1. INTRODUCTION 

The need of rapid information forces the government to 

follow the development of information technology, in order 

to provide the best service for society, internal government, 

government partners, and government entities - which are 

transformed into E-Government, and can be interpreted as 

changes made in terms of services that use information 

technology in government agencies. Badung Regency is one 

of the regencies or cities in Indonesia which has 

implemented Presidential Instruction No. 03 year 2003; 

regarding national policies and strategies for E-Government 

development - which is by the existence of Badung 

Communication and Information official website. This 

website is one of the implementations of E-Government by 

the Government of Badung, where it has several services; 

one of which is the citizens’ aspirations service. Citizens' 

aspirations service was formed so that people can 

participate and improve public services, as well as 

development in a region. To identify the success of citizens' 

aspirations service, feedback for the government is needed; 

which is also useful to improve community services by 

analyzing the quality of services of Badung Communication 

and Information website towards the users' final perception. 

 

This study used the E-Govqual framework to measure the 

website’s quality of service in the field of E-Government. This 

method was chosen not only because it is the most suitable 

to be used; but also because each of its assessment variables 

has attributes that include all of the factors that affect the 

assessment of the quality of service which is in accordance to  

 

the needs and expectations of E-Government services users. 

The data collected were analyzed using the Importance 

Performance Analysis (IPA) method to obtain indicators that 

are in need of improvement or to be maintained based on 

users' perceptions and expectations. [1]. 

 

2. LITERATURE REVIEW  

There have been many researches on the analysis of a 

website's quality of service. One of them was conducted by 

Abdulloh Hamid Sulaiman, Himawat Aryadita and Aryo 

Pinandito in a journal entitled; "Evaluating the Quality of 

Service in Batu City Government Website using E-Govqual 

and Importance Performance Analysis (IPA) Methods". It 

shows that there are still indicators which are in need of 

improvement at the website. Based on the IPA method, there 

were three attributes which became the main priority of 

improvement, as well as six attributes which have low 

priority of improvement. Recommendations for 

improvement were given based on Heuristic evaluation. 

(Sulaiman et al., 2018). [2]. A similar research was also 

conducted by Rino Agus Saputra, Suprapto and Aditya 

Rachmadi in a journal entitled; "Assessment of the E-

Government Quality of Services with E-Govqual Dimension 

Approach and Importance Performance Analysis (IPA) (Case 

Study On The Government of West Nusa Tenggara 

Province)". This study calculated the gap between the level 

of performance and conformity - and maps each variable of 

the research into a Cartesian diagram. (Wijaya, 2011) [3]. 
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3. RESEARCH METHOD 

Research method is the basic stages performed in 

conducting a research. It aims to make the research 

process more organized, systematic, controlled and 

directed. Planning in a study is needed; therefore, it can be 

directed and have a right target. 

 

1.1. Stages of Analysis 

The research process contains the stages or the whole 

picture of the research conducted. The overall stages of 

analysis are explained as follows. 

 

 
Figure 1. Research processes 

A. Choosing a Topic of the Problem 

The first stage was choosing the Topic of the Problem. This 

stage is the basic stage of conducting research and 

collecting evidence in order to strengthen the research 

background. 
 

B. Literature Study 

The second stage was the literature study. This stage is the 

stage of collecting supporting theories which underlie a 

research. Supporting theories can come from books, 

journals, previous researches, as well as e-books. 
 

C. Sampling 

The next stage was sampling. This stage identifies who can 

be the respondent and what is the minimum number of 

respondents needed in a research. The non-probability 

sampling technique, which is purposive sampling; was 

used to determine who can become the respondent in this 

research. 
 

D. Determined the E-Govqual Attributes in the 

Questionnaire 

This stage is to determine E-Govqual attributes in the 

questionnaire. Not all E-Govqual attributes were being 

used as research questionnaires.  
 

E. Made a Questionnaire 

The questionnaire was made by developing the E-Govqual 

attributes indicator in the questionnaire which had 

previously been identified based on related theories to 

become a statement. 
 

F. Testing the Questionnaire Instruments 

The next stage after the questionnaire was distributed to 

100 users of Badung Communication and Information 

website was processing and testing the data. The tests 

conducted were validity and reliability test, in order to 

prove that the data collected could truly be reliable and 

valid; therefore it could be proven right 
 

G. Data collecting and processing by IPA 

The next stage, which was data collection, was conducted 

by distributing online questionnaires to the residents of 

Badung. The respondents taken should be a resident of 

Badung and had ever used the website. 
 

H. Identified the Indicators of Improvement 

This stage contains the indicators of improvement from 

the result of analysis of research which has been 

conducted. 
 

I. Conclusion and Suggestion 

This stage contains conclusions from the research that has 

finished, as well as suggestions from the result of the 

analysis. 
 

4. LITERATURE REVIEW 

This part contains concepts and theories which support 

the research. The tool used was a questionnaire which was 

designed based on the E-Govqual and IPA (Importance-

Performance Analysis) method. It will be discussed as 

follows.  
 

4.1. E-Govqual 

E-Govqual is a framework used to measure the website’s 

quality of services, especially; government institution 
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websites which have implemented E-Government. From 

this research, came several E-Government quality 

attributes which were included in the six main criteria - 

known as the dimension of E-Government quality of 

services in. 

A. Ease of Use - how easy it is for people to interact or 

use the E-Government website.  

B. Trust - how people trust or doubt towards E-

Government regarding freedom from the risk of 

danger during the process of online service. 

C. Reability-as accessibility, availability and accuracy of 

information needed by users. The term includes 

correct technical functions (accessibility and 

availability) and services with a very promising 

accuracy.  

D. Content and Appearance of Information - The quality 

of the information itself as well as its presentation and 

layout, such as the proper use of colors, graphics, and 

size of web pages. 

E. Citizen Support - can be interpreted about what 

features are provided on the website, as well as 

support from employees to help users in finding the 

information needed 

 

4.2. Importance Performance Analysis (IPA) 

Importance Performance Analysis is a technique to 

identify the attributes of products or services that are 

most needed by users (Martilla and James, 2013). There 

are three assessment analyzes available in IPA; which are 

the conformity level analysis to measure how appropriate 

the service is provided with the expectations that the 

users’ want, the gap level analysis to measure the gap or 

difference in a service performance expected by the users 

with the performance provided, and the quadrant analysis 

to identify the attributes that need to be prioritized for 

improvement and / or development to improve the quality 

of services provided. 'The quadrant' here is the quadrant 

of Cartesian diagram with the intersection of X and Y axes, 

therefore four quadrants will be in it. They can be seen in 

Figure 2. 

 

 
Figure 2. IPA Quadrant Chart 

 

A. First quadrant 

Main priority (high importance dan low perfomance). 

Attributes in this quadrant are considered very important 

by the users, but the perceived performance is not in 

accordance to the users' wishes and the necessity to hold 

an increase in the quality of service.  

B. Second quadrant 

Maintain achievement (high importance dan high 

performance). Attributes in this quadrant are considered 

very important by the users and the level of performance 

satisfies the users' desire.  
 

C. Third quadrant 

Low priority (low importance and low performance). 

Attributes in this quadrant have low level of performance 

and are considered not too important by the users, 

therefore; a company does not need to prioritize factors 

on these attributes. 
 

D. Fourth quadrant 

Overrated (low importance and high performance). 

Attributes in this quadrant are considered not too 

important by the users, but the performance is quite 

satisfying. 
 

5. RESULT AND DISCUSSION 

5.1. Analysis of the performance and importance 

level assessment 

The website's performance level is assessed based on how 

the website performance is felt by the users. Meanwhile, 

the level of importance is assessed based on the users' 

perception of how important the attributes on the website 

are. The result of the performance and importance level 

assessment can be seen in Table 1. 
 

Table 1. The performance and importance level 

assessment 

Variable 
Xi 

(Performance) 

Yi 

(Importance) 
GAP 

Ease of Use Dimension 

EU1 3,83 4,23 -0,4 

EU2 3,37 4,37 -1 

EU3 3,23 4,4 -1,17 

EU4 4,2 3,7 -0,5 

EU5 3,8 3,93 -0,13 

Trust Dimension 

TRS1 3,1 4,37 -1,27 

TRS2 3,67 3,77 -0,1 

TRS3 3,47 4,13 -0,66 

TRS4 3,47 4,23 -0,76 

Reliability Dimension 

RLB1 4 4,13 -0,13 

RLB2 2,53 4,4 -1,87 

RLB3 3,33 4,2 -0,87 

RLB4 3,27 3,8 -0,53 

RLB5 3,37 4,33 -0,96 

Content and Appearance of Information Dimension 

CAI1 2,83 4,27 -1,44 

CAI2 3,93 4,23 -0,3 

CAI3 3,37 4,43 -1,06 

CAI4 3,87 4,03 -0,16 

Citizen Support Dimension 

CS1 2,7 4,33 -1,63 

CS2 3,17 4,57 -1,4 

CS3 2,9 4,33 -1,43 

CS4 3,87 4,53 -0,66 
 

From Table 2, it can be seen that the average value of the 

performance assessment is 3.42. Meanwhile, the average 

value of the importance assessment is 4.21. The two values 

are used as the intersection of the X axis and Y axis in 

quadrant analysis. 
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5.2. Conformity Level Analysis 

Conformity level analysis is the percentage comparison 

between performance and importance assessment. The final 

result of the average conformity level showed a value of 

<100%, which is 81%. That means, the citizens' aspirations 

service on Badung Communication and Information website 

shows that the quality of the website based on the attribute of 

the questions is not yet in accordance to the users' 

expectations. 

 

5.3. GAP Analysis 

Gap analysis is the difference between performance and 

importance assessment. The final result of the average gap 

level showed a value of <0, which is -0.84. That means, the 

citizens' aspirations service on Badung Communication and 

Information website which are provided have been good 

enough and quite in accordance to the expectations of the 

users. 

 

5.4. Quadrant Analysis 

Quadrant analysis by using Cartesian diagram with 

perpendicular intersection of the X and Y axis, therefore four 

quadrants were formed. The X axis represents the 

performance assessment and the Y axis represents the 

importance assessment. The X axis intersection is the average 

assessment of the overall performance (3.42), while the Y  

axis intersection is the average assessment of the overall 

importance (4.21). The result of the quadrant analysis of 

citizens' aspirations service on Badung Communication and 

Information website can be seen in Figure 3. 

 

 
Figure 3. Quadrant Analysis 

 

A. Quadrant I 

Quadrant 1 is an indicator which needs to be improved, 

because in this quadrant - the level of expectations is high, 

but the performance perceived by the users is low. Therefore, 

the attributes in this quadrant are the main priority for 

website improvement and development. 
 

Table 2. Questions Indicator in Quadrant 1 

Quadrant No. Questions 

I 

2 Does the interface of the citizens' aspirations service clear and easy to understand? 

3 
Does the citizens' aspirations service on the Communication and Information 

website easy to be operated and able to perform well? 

6 
Does the citizens' aspirations service on the Communication and Information 

website provide personal data security when you access the service? 

11 
Does the speed adequate when you access the citizens' aspirations service on the 

Communication and Information website? 

14 Do the information on the citizens' aspirations service clear and accurate? 

15 
Is the design/appearance of the citizens' aspirations service on the Communication 

and Information website attractive? 

17 Do the information on the citizens' aspirations service always up-to-date? 

19 
Does the admin on the Communication and Information website responsive to the 

users' problems? 

20 
Does the admin on the Communication and Information website give a quick reply 

to the users' questions? 

21 
Does the admin on the Communication and Information website have sufficient 

knowledge to answer the users' questions? 
 

B. Quadrant II 

Quadrant 2 is an indicator which needs to be maintained. Since its level of expectation and performance are both high, the 

attributes in this quadrant have been successfully implemented in accordance to the users' expectations. The communication 

and information party need to ensure that the current performance of citizens' aspirations service can be managed and 

maintained, therefore it will be better in the future. 
 

Table 3 Questions Indicator in Quadrant 2 

Quadrant No. Questions 

II 

1 
Does the citizens' aspirations service on the Communication 

and Information website easy to be learned and operated? 

9 
Did the personal data that you have inputted into the citizens' 

aspirations service form archived safely? 

16 
Do the information from the citizens' aspirations service on 

the Communication and Information website useful for you? 

22 
Does the admin on the Communication and Information 

website serves you politely and with courtesy? 
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C. Quadrant III 

Quadrant 3 is an indicator that has low performance and expectations. Since this quadrant's level of expectation and 

performance are equally low, the communication and information party do not need to make improvements and pay special 

attention to it. 

 

Table 4 Questions Indicator in Quadrant 3 

Quadrant No. Questions 

III 

12 
Does the citizens' aspirations service on the Communication and Information website 

able to perform well by using browsers on laptops, computers and smart-phones? 

13 
Does the citizens' aspirations service on the Communication and Information website 

always able to pop up the first time you access it? 

 

D. Quadrant IV 

Quadrant 4 is an indicator that has high performance, but low users’ expectations. Therefore, quadrant 4 is overrated by the 

users. 

 

Table 5 Questions Indicator in Quadrant 4 

Quadrant No. Questions 

IV 

4 
Does the website address (URL) of the citizens' aspirations service on the 

Communication and Information website easy to remember? 

5 
Does the citizens' aspirations service on the Communication and Information 

website in accordance to my needs? 

7 Do you only use your personal data to access the citizens' aspirations services? 

8 
Does the citizens' aspirations service on the Communication and Information 

website provide security when you input your personal data? 

10 
Does the citizens' aspirations service on the Communication and Information 

website can be accessed whenever you need it? 

18 
Do the information on the citizens' aspirations service provided in a language 

that you can easily understand? 

 

E. Improvement Recommendations 

Improvement recommendations are given for the main priority attributes that are in quadrant I (top priority), based on the 

result of the IPA quadrants calculation. The quadrant I attributes can be seen in table 6. 

 

Table 6. Improvement Recommendations 

Quadrant Recommendations 

Quadrant I 

The developers should pay attention to the loading speed of the website - there is a need to adjust the 

appearance of the website interface by changing the size of the page's width. Moreover; the graphic 

design, factors of colors, layout, type of letters and features that are qualified to speed up the website 

access will make the website responsive, so that users can feel comfortable in using the website. 

The developers really need to add a CAPTCHA feature in login form or registration on the website, 

and when the user(s) have inputted their personal data, an anonymous data should also be required 

to protect the personal data of the users who do not want to be published. 

The developers need to update the website information regularly and have interesting content 

(content that has commercial value, maintained quality, up-to-date and relevant) - so that the 

information generated can always be clear and accurate for the website users. 

Speed up replies to questions asked by users. Every question, complaint, request, and other 

interactions by the users must be answered quickly. Service providers also need to communicate well 

with users, since through good communication the problems can be quickly resolved 

The Communication and Information website party should provide regular employee training and 

development in order to have sufficient knowledge in answering each question from the users so that 

every complaint from the users can be resolved. According to Hasibuan in Wahyuni (2013), training 

in case study method can increase employees’ performance; such as forcing employees to identify 

problems, analyze situations and formulate alternative solutions for the problems. 

 

6. CONCLUSION 

Based on the analysis of the suitability level of the website, it 

is found that the suitability level of website performance and 

users’ expectations is <100%, which is 81%. This percentage 

indicates that the website's current performance is quite in 

accordance to users' expectations, but there are a number of 

indicators that have not met users' satisfaction yet; as 

indicated by the GAP value of <0. The highest GAP value is on  

 

 

indicator 22, which is the speed when accessing the citizens' 

aspirations service on the Communication and Information 

website is very adequate with a value of -1.87. Based on the 

quadrant analysis of importance performance analysis (IPA), 

there are 10 question indicators that became the main 

priority for improvement, since the users’ expectations value 

is higher than the current website performance. 
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