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ABSTRAK 

Pada sektor instansi pemerintahan negara, teknologi memiliki dampak 

terhadap masyarakat seperti hal nya sistem informasi E-goverment. Seiring 

dengan tingginya kebutuhan pelayanan publik di Jawa Timur maka dengan 

adanya webstite pengaduan CETTAR ini, diharapkan dapat memberikan 

kemudahan masyarakat dalam menyampaikan aduan mereka secara daring. 

Terdapat beberapa keluhan dari pengguna pada saat mengakses CETTAR yang 

berakibat pada kurangnya kepuasan pengguna saat mengakses laman website 

CETTAR. Oleh karena itu dibutuhkannya pengembangan sistem informasi 

sesuai dengan pengguna dimana pengguna merupakan penentu dalam kepuasan 

sistem informasi.  

Tujuan pada skripsi ini yaitu untuk menganalisis tingkat  pada website 

CETTAR. End-User Computing Satisfaction modifikasi dengan 7 variabel 

utama yakni content, accuracy, format, ease ofe use, timeliness, system speed 

dan system reliability. Analisis variabel dalam penelitian dilakukan 

menggunakan software statistik, dimana analisisnya terdiri dari uji outter 

model, uji inner model, dan uji hipotesis. 

Dari hasil pengujian yang dilakukan terdapat 4 hipotesis yang ditolak 

yaitu Content, Accuracy, Format, Timeliness  dan Ease of Use. Sedangkan 

variabel yang paling mempengaruhi kepuasan website CETTAR adalah Sytem 

Speed, karena memiliki nilai path coefficient paling besar yaitu 0,303. 

Kata kunci: kepuasan pengguna, cettar, eucs, e-government, sistem informasi 
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ABSTRACT 

In the sector of state government agencies, technology has an impact on 

society as well as E-government information systems. Along with the high demand 

for public services in East Java, with the existence of this CETTAR complaints 

website, it is hoped that it can make it easier for the community to submit their 

complaints boldly. There are several complaints from users when accessing 

CETTAR which has an impact on low user satisfaction when accessing the CETTAR 

website. Therefore it is necessary to develop an information system according to 

the user where the user is the determinant of information system satisfaction. 

The purpose of this thesis is to find out the analysis of user satisfaction with 

the CETTAR website from user perceptions using the website model approach. 

website modification with 7 main variables namely content, accuracy, format, ease 

of use, timeliness, system speed, and system reliability. Variable analysis in the 

study was carried out using statistical software, where the analysis consisted of an 

outter model test, an inner model test, and a hypothesis test. 

From the results of the tests carried out, there were 4 hypotheses that were 

rejected, namely Content, Accuracy, Format, Timeliness and Ease of Use. While 

the variable that most influences CETTAR website satisfaction is System Speed, 

because it has the greatest path coefficient value of 0.303. 

Keywords: user satisfaction, cettar, eucs, e-government, information system  
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