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Abstract. Introduction. This study was conducted to identify the factors that influence user satisfac-
tion to determine the quality of the website (online system) for quality assurance in vocational education
from the user’s point of view and to provide the best recommendations for improving the quality of the
vocational school quality assurance online system.

Aim. This study aims to analyse the quality of the vocational school quality assurance website that
affects user satisfaction using the WebQual model.

Methodology and research methods. This research used structural equation modelling - partial least
square (PLS-SEM) analysis. The purposive sampling technique was chosen to determine the sample of
respondents from operators or users of the quality assurance website from 36 vocational schools in Yo-
gyakarta Province, Indonesia.

Results. Based on the analysis results, it was found that the service interaction quality factor signifi-
cantly influenced the e-service quality of the vocational school website for quality assurance, which then
directly affected website user satisfaction.

Practical significance. This research has implications for developing vocational school website for
quality assurance to optimise the website function. This research also has implications for schools to
facilitate performance reporting through quality assurance website.

Keywords: website quality, quality assurance, user satisfaction, school improvement, school perfor-
mance, online quality assurance system.
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AnHomauus. Beederue. DTO ccieoBaHye GbIIO IIPOBEIEHO C 1Ie/IbI0 BbIsIB/IeHNMs (haKTOPOB, BIIN-
SIIOLIVX HA YOOBIETBOPEHHOCTD T0JIb30BaTesNet, YTOObI OIIpefenTh KauecTBo Be6-caiita, obecreunBa-
IOLIIero KauecTBOo 06pa3oBaHusl B MPoGdeccroHaIbHO-TeEXHUYECKUX YIeOHBIX 3aBeJeHIsIX, M BbIPa6oTaTh
HaWIyylye peKoMeHAALMM 10 YIy4IleHUIO 3TOJ OHJIaiH-CUCTEeMBbI.

Llenv. 9TO MCCIENOBAHME HAIIPABIEHO HA aHAIN3 KavyecTBa Be6-caiiTa 1o obecreyeHno KauecTsa
06pa3oBaHys B IPOGeCcCHOHATbHO-TEXHNYECKMX YUeOHBIX 3aBe/IeHMSIX, KOTOPBIi BIMSIeT Ha YOBJIETBO-
PEHHOCTD T0/Th30BaTeel ¢ UCIoab3oBanuem mozmenn WebQual.

Memodonoeus u memodsl ucciedogauusi. B 3TomM mcciaenoBaHUM UCTIOMb30BAIOCH MOJIeNMPOBaHMe
CTPYKTYPHBIX YPABHEHMI — YACTUYHBINM MeTo HauMeHbInX kBaapatos (PLS-SEM). Beut npuMeHneH me-
TOZ, 11e71eBOJ BBIGOPKY /IJIST OTIpeieIeHNs peCIIOH/IEHTOB 13 OIIepaTOPOB MM ITOb30BaTeNell Be6-caiiTa
13 36 mpodecCrOoHaNbHBIX IIKOJ B MPOBUHLIMM [IKOKbsIKApTa, IHAOHEe3MSI.

Pesynvmamel. Ha 0cHOBe pe3y/bTaToB aHa/M3a Gbl/I0 YyCTaHOBIEHO, YTO (DaKTOp KauecTBa B3auMO-
JIEJICTBYSI C CEPBJCOM CYIIECTBEHHO ITOBINSUI Ha KaueCcTBO /IeKTPOHHBIX YCIYT Ha Be6-cajite 1yis 06e-
crieyeHyst KauecTBa 06pa3oBaHysl B MpodeccroHaIbHO-TeXHNYECKOM YUeOHOM 3aBelIeHMM, UTO 3aTeM
HeIoCpeICTBEHHO CKa3a10Ch Ha Y0BJIETBOPEHHOCTH I10JIb30BaTesNell Be6-caiiTa.

IIpakmuueckas 3Hauumocme. B viccieoBaHMY IPUBOASTCS peKOMEHIAIMM IS pa3paboTKM U OII-
TUMM3ALUYU Be6-caiiToB, 06eCreunBaIMX KayecTBO 06pa3oBaHysi B podeccuoHaIbHO- TeXHUUECKUX
yue6GHbIX 3aBeIeHNUSIX. DTO UCCIeL0BAHME TAKKe MOKET ObITh [TOJI€3HBIM JIJIs IIIKOJI B II/IaHE 06/IeryeHmst
OTYETHOCTY O Pe3y/bTaTax JesiTelIbHOCTI Yepe3 BeG-caiiTbl 06ecriedeHysI KauecTBa 06pa3oBaHMs.

Kniouessle cnoga: xauecTBo caiiTa, o6ecrieyeHye KauecTna, yI0BIeTBOPEHHOCTb I0JIb30BaTeNe,
y/y4llleHye MIKOJIbI, YCIIeBaeMOCTb B IIIKOJIe, OHJIAlH-CcMucTeMa obecrieyeHyst KauecTsa 06pa3oBaHusl.

Jna yumupoeanus: Xanu C., Bumxkaiis B. M., Yrapu P., Bumkasutu B., Ixxabap K. C. A. On-
JaifH-cucTeMa obecrieueHysi KauecTBa B MPOdeccrOHaNIbHO-TEXHUIEeCKUX YIeOHBIX 3aBeIeHVSIX C UC-
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Abstracto. Introduccion. Este estudio se llevé a cabo para identificar los factores que afectan la
satisfaccion del usuario, determinar la calidad del sitio web que brinda educacion de calidad en las insti-
tuciones vocacionales y técnicas, a fin de generar las mejores recomendaciones para mejorar este sistema
en linea.

Objetivo. El estudio tiene como objetivo analizar la calidad del sitio web para el aseguramiento de
la calidad de la educacion en las instituciones de formacion vocacional, lo que afecta la satisfaccion del
usuario con el uso del modelo WebQual.

Metodologia, métodos y procesos de investigacion. Para este estudio se utilizaron modelos de ecuacio-
nes estructurales: método de minimos cuadrados parciales (PLS-SEM). Se aplicé un método de muestreo
dirigido para identificar a los encuestados de operadores o usuarios de sitios web de 36 escuelas vocacio-
nales en la provincia de Yogyakarta, Indonesia.

Resultados. Con base en los resultados del andlisis, se encontro que el factor de calidad de la interac-
cién con el servicio afect6 significativamente la calidad de los servicios electrénicos en el sitio web para
garantizar la calidad de la educacidn en una institucién de educacioén vocacional, lo que a su vez afecté
directamente la satisfaccion del sitio web de los usuarios.

Significado prdctico.Con el estudio se ofrecen recomendaciones para el desarrollo y optimizacion
de los sitios web que garanticen la calidad de la educacién en las escuelas de formacién vocacional. Este
estudio también puede ser util para que las escuelas faciliten la presentacion de informes sobre el rendi-
miento a través de sitios web de control de calidad.

Palabras claves: calidad del sitio, aseguramiento de la calidad, satisfaccién del usuario, mejora
escolar, rendimiento escolar, sistema en linea para el aseguramiento de la calidad de la educacion.

Para citas: Hadi S., Wijaya W. M., Utari R., Wijayanti V., Jabar C. S. A. Sistema en linea para el ase-
guramiento de la calidad en las instituciones educativas vocacionales y técnicas con el uso de una pagina
web: Satisfaccién del usuario. Obrazovanie i nauka = Educacién y Ciencia. 2023; 25 (7): 155-171. DOI:
110.17853/1994-5639-2023-7-155-171

Introduction

In today’s digital era, the realisation of information has become an inseparable
part of human activities. The realisation of this information is also inseparable from
the role of Internet technology as a tool to facilitate and accelerate the transfer of
information. According to data from Datareportal, 98% of Indonesians have access
to the Internet. This shows that most Indonesian people use the Internet in their
activities [1]. During and after the COVID-19 pandemic, there have been changes or
shifts in the configuration of Internet use, especially in public services. Previously,
public services were mostly carried out directly, but now public services have been
integrated with Internet services. One of Internet use in public services is using
website media.
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A website is a collection of web pages that contain information stored on a
server and displayed in hypertext form [2]. Another role of the website is to provide
services to users online and provide information quickly that can be accessed any-
time, anywhere [3]. Educational institutions in Indonesia currently use the website
to deliver information. Websites are used to improve services to users [4] and ensure
easy access to information for internal and external users [5].

One form of website implementation in educational institutions is the quality
assurance system in the form of a vocational school quality assurance website devel-
oped by the Indonesian Ministry of Education and Culture. This website is intended
to view vocational school performance reports, making monitoring school perfor-
mance results easier. Utilisation of the website exists to meet the information needs
of computerised institutions to improve service quality [6]. Website quality is a crit-
ical factor that must be considered because the website is like an institutional image
in cyberspace [7]. Other studies also state that website quality is the most critical
element that users see and evaluate to decide whether they will revisit it or not [8].

Some researchers explain that websites are closely related to design [9], usabil-
ity, and information content [10]. Furthermore, according to S. Barnes & R. Vidgen,
website quality can be measured using three factors: usability, information quality,
and service interaction quality [11]. However, another study found that the web-
site quality did not meet user expectations due to an unattractive appearance, the
long time to access the website, and difficulties in communicating with the website
administrator [12]. In addition, other problems that arise in the use of vocational
school website for quality assurance include difficulty logging in, calculating the
quality report card cannot be continued, after reinstalling the screen display turns
black, download constraints, failed registration and synchronisation failed to con-
nect to the database [13]. These problems need to be considered because the suit-
ability of user expectations is the key to the sustainability of a website because user
satisfaction with the information obtained from the websites, they visit affects the
website success [14].

In our modern world, websites have become essential, and people have adapt-
ed to accommodate the changes. Website usage has been a key subject for many
years in research on online systems [12, 15]. With cutting-edge technologies such
as websites, new opportunities are presented, and the adoption and approval of this
promising new technology have become a significant matter for practitioners and
academics. Thus, it is critical to comprehend which elements contribute to website
quality and user satisfaction.

Multiple studies have examined variables influencing website quality [12, 15,
16]. In this context, this study introduces a WebQual 4.0 model, which uses the ex-
isting framework and integrates the user satisfaction variable. The primary goal of
this study is to develop a more comprehensive understanding of factors that affect
website quality and user satisfaction. In this study, the WebQual 4.0 model was ap-
plied to examine the quality of the vocational school website for quality assurance
and user satisfaction.

Tom 25, N2 7. 2023 O6paszoBaHMe U HayKa. Hay4uHbl XKypHan

158



© Hadi S., Wijaya W. M., Utari R., Wijayanti W., Jabar C. S. A.

Online quality assurance system in vocational schools using the website: A user satisfaction perspective

Literature Review

Quality Assurance in Vocational School

Quality is defined as the highest level of excellence, which refers to high expec-
tations of the product or service. New quality challenges constantly arise in educa-
tion. Therefore, many schools measure the quality of their education by financial
measures and other inputs. However, quality eventually became a broader concept
with positive connotations. Further understanding of quality can be understood
through references to the United National Educational, Scientific and Cultural Or-
ganisation (UNESCO); about the universal concept of quality relating to the current
and future needs of students, which is maintained through the efforts of educational
institutions. Quality is also found in input because students are involved in creating
it. Six dimensions of quality proclaimed by UNESCO include students, environment,
content, process, results, and responsiveness [17].

Quality assurance in education is a more complex process involving monitoring,
supervision, review, assessment, and implementation of the curriculum to produce
high-quality learning that meets standards. It is necessary for national development
as an action taken by educational institutions [18]. To achieve quality assurance,
educational institutions must establish a programme to ensure product or service
standards. This can be achieved through procedures for minimising errors, which
allow management to focus on work scheduling, process monitoring, and evaluation
procedures [19]. In addition, the programme should include documenting opera-
tional strategies and communicating decisions to all parties involved.

Quality education at the vocational school level has the potential to play an es-
sential role in realising the vision of sustainable development. This potential is real-
ised by providing high-quality secondary education that links economic well-being
with culture, diversity, and resources. A vocational school quality assurance system
has high-quality assurance if the expected standard of work allows students to com-
plete their work according to pre-set standards. The output aspects of the quality
of education in vocational schools include the quality of graduates based on gradu-
ate competency standards and industry needs, as well as graduate certification. The
outcomes of the quality of education in vocational schools include the employment
rate, graduates’ independence, increasing graduates’ ability, and the development
of vocational school institutions.

Online Quality Assurance System

School quality assurance aims to control the process to ensure the quality of
educational services and products [20]. It is important for all schools to understand
that school quality assurance measures must focus on student learning and needs.
Schools need a quality assurance system to carry out quality mapping, prepare quality
improvement plans, implement quality improvement plans, conduct evaluations or
internal audits, and establish education quality standards. In addition, schools need
to consider stakeholders or influential people in education.
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Stakeholders must use the school quality assurance system to create measures
that meet educational needs [21]. This is because the current performance indicators
are weak, so they need to be improved using a new system, such as an online quality
assurance system. New system recommendations are made to identify and negotiate
needs and turn them into practical actions [22]. A successful school needs a quality
assurance system with a strong quality control system. This is because the quality
of education in the system falls under a system-centered framework. That way, an
online Quality assurance system can be a solution in school supervision and quality
control functions.

Methodology, Materials and Methods

Research Design

This study used quantitative methods to identify the service quality factors
offered by the vocational school website for quality assurance to influence user
satisfaction. This website is a web-based application developed by the Indonesian
Ministry of Education and Culture to see the performance achievements of vocational
schools. This study uses the WebQual 4.0 method to measure the quality of the
website in terms of service quality to see user satisfaction (Figure 1). WebQual was
developed by S. Barnes & R. Vidgen based on quality function development (QFD),
which includes usability, information quality, and service interaction quality [11].

Information quality E -service quality User satifaction

Service interaction
quality

Fig. 1. Research model

The usability factor is related to website design, ease of accessing the website,
ease of navigation, and a clear description of the website manager [12]. This factor
focuses on the user’s perception of using the website. The information quality factor
is an essential key of a website that identifies whether the information presented
to users is good or not [12]. In this factor, the quality of information is measured by
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the relevance of information, accuracy, and timeliness of the website. The service
interaction quality factor is related to the fulfilment of user expectations when
surfing the website, user trust in using the website, and the ease with which users
communicate with website managers [12]. S. Barnes & R. Vidgen describe the three
concepts that lead to e-service quality [11]. In this study, e-service quality, in this
case, the quality of the website (online system) for quality assurance in vocational
school, is measured based on user satisfaction to see the extent to which users
believe that the website meets their information needs. Therefore, user satisfaction
assesses end-user satisfaction in using the website.

The research model developed is presented in Figure 1. Usability, information
quality, and service interaction quality are included in the model to measure
e-service quality, which is expanded by adding user satisfaction. It has created a
model to measure website quality based on e-service quality and user satisfaction.
The following are the hypotheses raised in this study:

H1. Usability has a positive and direct effect on e-service quality.

H2. Information quality has a positive and direct effect on e-service quality.

H3. Service interaction quality has a positive and direct effect on e-service
quality.

H4. E-service quality has a positive and direct effect on user satisfaction.

Population and Sample

The population in this study came from users of the vocational school website
for quality assurance. The purposive sampling technique was chosen to determine
the sample of respondents with the criteria of operators or users of the website
for quality assurance in vocational school. The determination of the sample was
based on the minimum sample requirements in predicting the model using the PLS-
SEM method by utilising the SMARTPLS application [23]. The samples taken for this
study came from 36 vocational schools in the Yogyakarta Province, Indonesia.

Data Collection Technique

The data in this study were collected using an online questionnaire using the
Google form application to be given to respondents. The instrument used for the
questionnaire refers to the WebQual dimension (Table 1). The assessment on this
research questionnaire used a Likert scale of 1-4 with the information: strongly
disagree, disagree, agree, and strongly agree.

Table 1

Instrument used to measure and assess the quality of the vocational school

website for quality assurance

Variable Code Item
Usability P1 Ease of understanding menu navigation on the website
P2 Ease of understanding the guide for filling in data on the website
P3 Ease of operating website features
P4 The appearance of the website looks professional
The Education and Science Journal. Scholarly journal Vol. 25, N2 7. 2023
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Information |[KI5 The accuracy of the news listed on the website
quality KI6 The reliability of the news listed on the website
KI7 News updates on the website
KI8 The relevance of the news listed on the website
KI9 Ease of understanding the news listed on the website
KI10 Clarity of every aspect of the website
KI11 The attractiveness of presenting information
Service in-  |[KIL12 Accuracy of dissemination of the use of the website
teraction KIL13 Ease of editing data entries on the website
quality KIL14 The ease of asking for help when experiencing problems on the website
KIL15 Website speed in sending data
E-service KLE16 Website response speed
quality KLE17 Flexibility in the stages of filling in data on the website
User satis- |KP18 The overall convenience of using the website
faction KP19 The overall website security guarantee
KP20 The overall attractiveness of the website design
KP21 The overall website speed

Data Analysis Technique

The analysis technique used is PLS-SEM analysis. At first, the researchers
analysed the demographic data of the respondents based on gender, last education,
and age. Then the researchers conducted a PLS-SEM analysis to test the outer and
inner models. In the outer model, convergent validity, composite reliability, average
variance extracted, and discriminant validity were tested. While in the inner model,
path coefficient (B), effect size (f?), coefficient of determination (R?), and T Statistics
were tested.

Convergent validity testing is used to determine the validity of each relationship
between indicators and their constructs. Composite reliability testing is carried
out to determine the value of construct reliability. The average variance extracted
testing is used to determine the convergent validity of a construct. Discriminant
validity testing is used to determine reflective indicators to be a good measure of the
construct. This test is carried out by looking at the cross-loading value to compare
the correlation between indicators and constructs.

The path coefficient (B) testing is carried out to measure the significance
and strength of the relationship between constructs. Effect Size (f?) testing is
used to see the magnitude of the influence between constructs. The coefficient
of determination (R?) testing is carried out to see how the exogenous constructs
explain the endogenous constructs. The T Statistics testing is used to test the
research hypothesis by comparing the T Statistics value with the T table value.

Results

The first analysis was carried out by calculating the distribution statistics, as
shown in Table 2, which presents the profile of the respondents. The analysis results
revealed that the gender distribution in this study is 50% male and 50% female.
The level of education of quality assurance website users is at most undergraduate
(58.33%). The dominance of users, when viewed from the age range mainly, comes
from the age range of 26—45 years (63.9%).
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Table 2
Profiles of respondents
Demographic Frequency (n = 36) Percentage (%)
Gender
Male 18 50
Female 18 50
Education level
High School 11 30,56
Undergraduate 21 58,33
Graduate 3 8,33
Others 1 2,78
Age
26-45 23 63,9
46-65 13 36,1
Outer Model Testing

The research model in this study was analysed using partial least squares (PLS)
[24]. The observed variables are represented by 21 questions that try to capture
the five latent variables. The outer model testing was done by using composite
reliability (CR) to see construct reliability, convergent validity to know the validity
of each relationship between indicators and their constructs through the loading
value, average variance extract (AVE) to verify convergent validity, and cross loading
to evaluate discriminant validity.

Table 3
Assessment of outer model
Construct Item Outer loading CR AVE
Usability P1 0.832 0.893 [0.714
P2 0.847
P3 0.866
P4 0.739
Information quality KI5 0.885 0.953  |0.745
K16 0.832
K17 0.903
KI8 0.803
KI9 0.896
KI10 0.850
KIl1 0.870
Service interaction quality KIL12 0.724 0.904 |0.703
KIL13 0.853
KIL14 0.876
KIL15 0.891
E-service quality KLE16 0.932 0.928 |0.865
KLE17 0.928
User satisfaction KP18 0.877 0.909 [0.714
KP19 0.803
KP20 0.828
KP21 0.869
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The results of the outer model analysis in Table 3 show that the CR value for each
component has exceeded the recommended value of 0.70 [25], starting from 0.893
to 0.953. Thus, the items used to characterise the structure have a good consistency.
Testing the loading value on each indicator has also exceeded the recommended
limit value of 0.7 [25]. This means that the construct has met the criteria. The AVE
test shows that the minimum criteria of 0.5 have been met so that all constructs have
met the requirements [26]. In addition, the discriminant validity test results show
that each variable’s correlation value is smaller than the indicator value of each
variable. Based on the outer model analysis results, the research model designed has
good statistical characteristics and has met the requirements.

Inner Model Testing

In the inner model testing (Table 4), the research model test is carried out by
taking into account the results of f2 to see the magnitude of the influence between
constructs, with recommendations for f? values of 0.35, 0.15, and 0.02, which are
interpreted as large, medium, and small [27]. The results of the f? test show that
there is a relationship between constructs that have a significant influence, namely
the service interaction quality on the e-service quality and the e-service quality on
user satisfaction.

Table 4
Assessment of inner model

Hypothesis |Path B 2 R? P Values |Decision

H1 Usability - > E-service 0.100 0.009 ]0.593 |0.603 Unsupported
quality

H2 Information quality - > -0.104 |0.009 |0.593 [0.636 Unsupported
E-service quality

H3 Service interaction quality |0.773 0.571 ]0.593 |0.000 Supported
- > E-service quality

H4 E-service quality - > User |0.742 1.222  |0.550 |0.000 Supported
satisfaction

In addition, the inner model test also considers the results of R? with
recommended values of 0.67, 0.33, and 0.19, which are interpreted as substantial,
moderate, and weak [28]. The results of the R? test show that the combined effect of
usability, information quality, and service interaction quality on e-service quality
is 0.593, so it is found that all exogenous constructs simultaneously affect the
endogenous construct of e-service quality by 59.3% and includes a moderate model.
The e-service quality construct can explain 0.550 (55%) of the changes in the user
satisfaction construct, and this model is moderate.

To test the relationship between variables, the path coefficient test () was
carried out to assess the strength of the relationship between the independent
variable and the dependent variable [28]. At the same time, the results of testing
the research hypothesis are seen from the value of T Statistics using the bootstrap
procedure [27]. In this study, the confidence level used is 95%, so the limit of inac-
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curacy is (o) = 0.05 (5%). The results of hypothesis testing are said to be “supported”
if the P Values < 0.05.

Discussion

This section discusses the quality assurance website from a user perspective
based on test results. Two variables have a positive and significant impact: service
interaction quality on e-service quality (H3) and e-service quality on user satisfaction
(H4). This research reveals a strong connection between service interaction quality
and e-service quality. This connection is the strongest among all the other variables
and is a crucial factor for user satisfaction. E-service quality is directly linked to user
satisfaction, as the ultimate goal of the quality assurance online system is to provide
users with an enjoyable experience.

The Effect of Service Interaction Quality on E-Service Quality

These research findings confirm Hypothesis 3, that the results show a positive
correlation (0.773) between service interaction quality and e-service quality. This
indicates that the service interaction quality is directly related to the e-service
quality. This construct is measured to see the fulfilment of user expectations on the
website, user trust in using the website, and the ease with which users communicate
with website managers. Thus, the better the service interaction quality, the users
feel that the e-service quality on the website for quality assurance is also getting
better. This result is in line with research stating that interaction quality refers to
the user’s perception of how services are delivered [29].

Good service interactions are proven to have an impact on the perceived value
of users [30]. The perceived value here is an assessment of the perception of quality
assurance website users regarding what is received and what is expected. This gap
between expectations and what is received by users leads to the e-service quality,
which is a strong predictor in measuring the extent to which the website services
can meet the expectations of its users. A. Pearson et al. and H. Zameer et al. mention
that the e-service quality is influenced by user characteristics [31, 32]. Other factors,
such as the ease with which users communicate with website managers, also
significantly affect the e-service quality. This shows that the reciprocal relationship
between user characteristics and the ease of interacting with website managers as a
form of service interaction impacts the e-service quality on a website.

E-service quality is seen as the main weapon for website service providers
because this will allow users to continue to use these services if they trust and find
it easy to interact with the services provided. In addition, e-service quality includes
all stages of interaction between users and service providers, which looks at the
extent to which electronic or online systems contribute to the productivity and
adequacy of service provision [33]. In the context of website services, J. Carlson
and A. O’Cass emphasise that e-service quality affects user attitudes toward using
services [34]. Thus, website service providers of vocational school quality assurance
must optimise the quality of their service interactions because this factor impacts
the quality of the website electronic services.
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The Effect of E-Service Quality on User Satisfaction

Based on the test results, the e-service quality construct has an influence and a
positive correlation to user satisfaction of 0.742, thus supporting Hypothesis 4. The
results of this study indicate that the e-service quality construct is a determinant
of website user satisfaction. It can be seen from the magnitude of the influence
generated by the two constructs. This is also reinforced by the results of W. C. Tsao et
al. and M. Blut et al., who found that e-service quality significantly affects customer
satisfaction [35, 36]. This construct measures how the e-service quality provided by
the website quality assurance affects user satisfaction. Therefore, it is important for
vocational school quality assurance website service providers to focus on improving
the quality of their electronic services to increase their website users’ satisfaction.

B.B.Holloway et al. found that e-service quality has an impact on influencing the
behaviour of users to use their services because satisfaction has a close relationship
with user intentions [37]. That way, user satisfaction becomes a benchmark for
website service providers to improve the quality of their services because the more
satisfied users are with the services provided, the more often they use the service.
This is also reinforced by several studies that confirm a strong relationship between
e-service quality and customer satisfaction [36, 38].

Based on the results of the study, it was concluded that users of the vocational
school website for quality assurance were satisfied with the service quality. The
measured e-service quality consists of usability, information quality, and service
interaction quality. However, the aspect that has a direct influence on the e-service
quality of the website for quality assurance is the aspect of service interaction
quality. For this reason, website service providers need to optimise the quality of
their websites to increase user satisfaction using their services. This is reinforced
by F. A. Rasheed’s & M. F. Abadi’s research, which explains that user satisfaction is
the primary determinant of e-service quality [39]. Hence, this shows that e-service
quality is a determinant indicator of user satisfaction.

Conclusion

User satisfaction in assessing the quality of vocational school website for
quality assurance shows that users feel the website can help their work to report
school performance achievements. The vocational school quality assurance website
maps the quality of vocational schools by completing the specified instrument data.
The output of the vocational school quality assurance website will show the actual
state of school quality, which is then used for quality fulfilment.

The results showed that the service interaction quality significantly influences
the e-service quality on the website. This shows that users feel that the website is
easy to use and has assistance facilities when users experience problems on the
website and the website accuracy in sending data. Likewise, there are promising
findings on the e-service quality that directly affect the satisfaction of website
users. Thus, they prove that users are satisfied with the quality of the website, which

Tom 25, N2 7. 2023 O6paszoBaHMe U HayKa. Hay4uHbl XKypHan

166



© Hadi S., Wijaya W. M., Utari R., Wijayanti W., Jabar C. S. A.

Online quality assurance system in vocational schools using the website: A user satisfaction perspective

is judged by the speed of website response and the flexibility of filling out data on
the website. This study was conducted to identify the factors that influence user
satisfaction in determining the quality of the vocational school website for quality
assurance based on the user’s perspective. The findings of this study relate to the
use of a vocational school quality assurance website, which is the main component
in improving the reporting of vocational school performance achievements.

Based on the findings, the service provider of the vocational school website for
quality assurance needs to optimise the quality of their service interactions because
this affects the quality of website electronic services. In addition, the service
provider needs to focus on improving the quality of their e-services to increase
the satisfaction of their website users. This research can provide useful guidance
to scholars and practitioners to reveal which website quality factors should be
considered to improve user satisfaction. In further research, different determinants
from compatible variables could be selected and incorporated into the new models.

Limitations and Future Research

The findings of this study may only apply to the unique environment of vocational
schools. Conclusions should be evaluated carefully before projecting these findings
to other settings, especially to other countries. The characteristics of users in other
schools may have very different results from those included in this study. Another
limitation is that data is collected from only one province in Indonesia. Comparative
studies with other provincial vocational schools can provide more useful results.
Comparisons with developed and developing countries can also provide interesting
results and enhance the existing literature on the quality of school websites (online
systems) for quality assurance. This study describes the determinants of the website
for quality assurance that reflect the adoption and use of online systems. Therefore,
both public and private educational institutions can benefit from the success of this
research.

Further studies can also improve the research model by integrating other
variables and trying to explain the acceptance and use of online systems better.
Intrinsic and extrinsic motivation is the most promising constructs to consider.
There are some theoretical implications as well. The research instruments developed,
modified, and provided in this study can provide useful tools with high reliability
and validity. The model proposed in this research can also explain the less studied
determinants of quality assurance website that influence the adoption and use of
online systems in public and private educational institutions.
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