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ABSTRAK

KUALITAS PELAYANAN SISTEM PENGADAAN SECARA
ELEKTRONIK (SPSE) DALAM PENGADAAN BARANG/JASA
PEMERINTAH KOTA SURABAYA

MARSYA LISMAYA
NPM. 22041010027

Pelayanan publik berbasis elektronik merupakan salah satu bentuk inovasi
administrasi publik yang bertujuan untuk meningkatkan efektivitas, efisiensi,
transparansi, dan akuntabilitas pelayanan pemerintah kepada masyarakat.
Perkembangan teknologi informasi mendorong transformasi digital dalam berbagai
bidang, termasuk dalam proses pengadaan barang dan jasa pemerintah melalui
Sistem Pengadaan Secara Elektronik (SPSE). Penerapan SPSE diharapkan mampu
mendukung proses pengadaan barang/jasa secara lebih efektif dan transparan,
namun keberhasilannya sangat dipengaruhi oleh kemampuan sistem dalam
memenuhi harapan pengguna layanan. Penelitian ini bertujuan untuk menganalisis
kualitas pelayanan Sistem Pengadaan Secara FElektronik (SPSE) berdasarkan
kesenjangan antara harapan (expected service) dan persepsi (perceived service)
pengguna dalam pengadaan barang/jasa Pemerintah Kota Surabaya. Penelitian ini
menggunakan pendekatan kuantitatif dengan metode analisis deskriptif melalui
penyebaran kuesioner kepada 81 responden pengguna aktif SPSE. Analisis kualitas
pelayanan dilakukan dengan mengintegrasikan dimensi E-S-QUAL yang meliputi
efficiency, fulfillment, system availability, dan privacy serta menggunakan
pendekatan Gap Model of Service Quality (Gap Model 5). Hasil penelitian
menunjukkan bahwa seluruh dimensi kualitas pelayanan SPSE memiliki nilai gap
negatif, yang menandakan bahwa pelayanan yang dirasakan pengguna belum
sepenuhnya memenuhi harapan. Dimensi efficiency memiliki nilai gap sebesar
—197, fulfillment sebesar —171, system availability sebesar —313, dan privacy
sebesar —250, dengan nilai gap rata-rata keseluruhan sebesar —931. Nilai gap
terbesar terdapat pada dimensi system availability, sedangkan nilai gap terkecil
terdapat pada dimensi fulfillment. Temuan ini mengindikasikan adanya kesenjangan
antara harapan dan persepsi pengguna terhadap kualitas pelayanan SPSE di
Pemerintah Kota Surabaya.

Kata Kunci: Kualitas Pelayanan; Sistem Pengadaan Secara Elektronik (SPSE);
E-S-QUAL; Gap Model 5.
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ABSTRACT

SERVICE QUALITY OF THE ELECTRONIC PROCUREMENT SYSTEM
(SPSE) IN THE PROCUREMENT OF GOODS AND SERVICES BY THE
SURABAYA CITY GOVERNMENT

MARSYA LISMAYA
NPM. 22041010027

Electronic public services are a form of public administration innovation aimed at
improving the effectiveness, efficiency, transparency, and accountability of
government services to the public. Advances in information technology are driving
digital transformation across various sectors, including the procurement of
government goods and services through the Electronic Procurement System (SPSE).
The implementation of SPSE is expected to support the procurement of goods and
services in a more effective and transparent manner, however, its success depends
heavily on the system s ability to meet user expectations. This study aims to analyze
the quality of service provided by the Electronic Procurement System (SPSE) based
on the gap between users’ expectations (expected service) and perceptions
(perceived service) regarding the procurement of goods and services by the
Surabaya City Government. This study employs a quantitative approach using
descriptive analysis, based on a questionnaire distributed to 81 active users of the
SPSE. The service quality analysis was conducted by integrating the E-S-QUAL
dimensions—which include efficiency, fulfillment, system availability, and
privacy—and using the Gap Model of Service Quality (Gap Model 5). The research
results show that all dimensions of SPSE service quality have negative gap values,
indicating that the service perceived by users has not fully met expectations. The
efficiency dimension has a gap value of —197, fulfillment of —171, system
availability of —313, and privacy of —250, with an overall average gap value of
—931. The largest gap value is found in the system availability dimension, while the
smallest gap value is found in the fulfillment dimension. These findings indicate a
gap between users’ expectations and perceptions regarding the quality of SPSE
services in the City of Surabaya.

Keywords: Service Quality; Electronic Procurement System (SPSE); E-S-QUAL;
Gap Model 5.
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