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Abstract 

 

Customer satisfaction is an important benchmark for the company. PT. Asli Isoae Solusine wants to improve the 

quality of its website exists so that customers are increasingly satisfied, but the company has not carried out an 

assessmen on customer satisfaction on the company profile page. The purpose of This research is to measure the 

level of superior quality of the company's website PT Profile Original Isoae Solusine based on user perceptions of 

this research using the webqual 4.0 method which has 3 main variables Usability (X1), Information Quality (X2) 

and Service Interaction (X3) to determine the effect quality of use, influence of interaction quality, and influence 

of information quality on a website. Using questionnaires as a data collection technique, Questionnaires were 

distributed to PT employee staff. Asli Isoae Solusine via social media. The overall quality of the https://isoae.id 

website is based on the R² value contributed 58% to user satisfaction. Service interaction makes a significant 

contribution to user satisfaction of 0.112 based on the output regression coefficients table. Usability and quality 

information has an influence but is not significant on user satisfaction of 0.044 and 0.011 based on the output 

regression coefficients table. This is possible occurs when users believe that the usability of the site and the quality 

of the information are not significant or only occasionally used by visitors. 
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1. INTRODUCTION  

The development of information and 

communication technology is getting faster all the 

time, demonstrated by the emergence of the internet 

and websites and their ease of use. The internet is 

developing faster than any other technology product. 

The internet facilitates you to explore various results 

smoothly and quickly. As a perpetrator business in the 

IT world, very important for PT. Original Isoae 

Solusine to continue strives to provide maximum 

service to its customers. Customer satisfaction is an 

important thing to measure company. PT. Asli Isoae 

Solusine has a company profile website, namely 

https://isoae.id as a means to promote its services. 

Nowadays, almost every aspects of human life cannot 

be separated from the use of technology, especially in  

The field of informatics, both in the form of 

computer hardware and software supports and assists 

in processing and providing information appropriately  

time, complete and accurate to users [1]. 

Information seekers now have more options for 

searching information due to advances in internet 

technology, including websites. The role of the 

website is good in government and private agencies 

not only as a means of communication,  but also as an 

indicator of quality assessment. Institutional and 

corporate websites requires consistent maintenance 

and improvement to achieve ranking  high and ensure 

quality [2]. The website can help someone find 

information about anything they want to know. 

Quality of service in disseminating information via the 

web is very important. Overall website quality  

Overall, it is still not given enough attention by most 

web developers [3]. 

Websites are one type of service or facility 

provided by the internet which is most widely used 

besides other services.[4] 

The usability of a website, or whether users can 

use it effectively  (correctly), is one of the 

requirements for a good website. Friendliness  users 

have the attributes not difficult to understand, efficient 
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to use, easy memorability, duplication of errors, and 

user satisfaction. Then, if you speak regarding the 

quality of information (information quality) is 

determined by the provision reliable information, 

while in terms of service quality, level of interaction  

(service interaction quality) is determined by 

information security guarantees [5]. 

Web Quality 4.0 (Webqual) is a variable that is 

often used for assess the quality of the website. The 

choice of webqual was made because webqual is 

technique or method for measuring the quality of web-

based applications based on end user opinion. Because 

this metric is related to quality measurement services, 

this metric is often used to assess web-based IT 

services. Quality information, service interactions, and 

usage aspects are three components form Webqual 4.0 

variable indicators. This approach has been used 

extensively effective in comparable studies to measure 

website superiority and understand the elements that 

influence customer satisfaction [6]. 

Website measurements are needed to determine 

user ease of use using websites and gathering 

information about the websites we build, while on the 

company profile website. PT Asli Isoae Solusine has 

not yet done so assessment of user satisfaction on their 

company profile page. By therefore, the company does 

not know which areas may be in need improvements 

to improve website quality [7]. 

Website quality was assessed using WebQual 4.0, 

which evaluates three aspects: user friendliness, 

information accuracy, and service interaction quality.  

The measurement results show that usability, 

information quality, and quality Service interactions 

should be prioritized when deciding to perform 

enhancement. In addition, this research shows that the 

quality of websites is generally significantly affects 

user satisfaction [8]. 

This method has been developed since 1998 and 

has undergone several changes in the dimensions and 

14 question items. This method is also structured based 

on research in three parts, namely: (a) Information 

quality from information systems research, (b) 

Interaction and service quality from information 

systems quality research, (c) Usability from human 

computer interaction (human computer interaction)[9] 

The results of calculations based on population 

size, this research uses The sample was 55 individuals. 

The approach chosen for the collection method survey 

data is by utilizing the Google Form online platform 

which will distributed to PT employees. Original Isoae 

Solusine. 

 

 

 

 

 

 

 

 

 

2. RESEARCH METHOD 

 
Figure 1. research stages 

 

The explanation of the research stages above is as 

follows: 

1. In the initial stage, problem identification is 

carried out, where the writer will be determine exactly 

the problem that will be raised as a topic research, of 

course the relevance of the problem has been checked 

so that the issues raised are not far-fetched.  

2. The second step is to conduct a literature study 

where the author will review return to the problems 

that will be raised in the thesis. Will check again 

Whether the topic raised has been discussed previously 

by other people or not, if there is previous research 

then it can be used as a reference further development. 

3. The third stage is data collection, where the 

author will collect data support from various related 

sources to prepare this thesis.  

4. The fourth step is model development, which is 

included in this final project The model used is the 

WebQual 4.0 model. This model will be divided into 

several system quality tests such as usability, 

information quality, and the quality of service 

interactions that will be applied to the topics discussed 

in This thesis is analyzing user satisfaction from the 

website https://isoae.id.  

5. In the fifth stage, namely the Questionnaire, it 

is used to support validity data. The questionnaire will 

be distributed online via a Google form link which is 

disseminated via social media platforms such as 

Whatsapp and Instagram.  

6. In the sixth stage, namely collecting 

questionnaires, which will be distributed The 

questionnaire was carried out for approximately 2 

weeks to reach the number The targeted sample was 

55 respondents.  

7. In the seventh stage, namely data analysis, the 

data collected from the questionnaire will be Validity, 

Reliability and Multiple Linear Regression Tests were 

analyzed, namely the F Test and T test on the data 

using SPSS 26 and Microsoft applications Excel 2016.  

8. In the eighth stage, namely Interpretation of the 

results, where the data has been analyzed will produce 

final results from which conclusions can be drawn.  

9. In this ninth stage, namely the stage of drawing 

conclusions and suggestions, results The final result 

start 
identification of problems 

model 

development 

model collection study of literature 

questionnaire questionnaire data 

collection 

data analysis 

interpretation of 

research results 

conclusions and 

recommendations 

finished 
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can be used to draw comprehensive conclusions and 

provide recommendations for further development. 

2.1 RESEARCH INSTRUMENT 

Size is an element that determines the quantity, 

size or standard capacity or units of measurement. 

Measurement can also be understood as assigning 

numbers on a particular quality or property of a 

particular person, thing, or object according to rules or 

formulas that are clear and mutually agreed upon [10] 

The instrument used in this research was a 

distributed questionnaire into 2 parts. The first part 

consists of respondent profiles which include 4 

questions namely Email, Full Name, Gender, Age. 

Software that used for profile data analysis using 

Microsoft Excel 2016. Section The second consists of 

Statistical Data which contains 18 questions taking 3 

variables from webqual 4.0 for PT. ORIGINAL 

ISOAE SOLUSINE to be analyzed the quality. This 

research uses a Likert scale instrument with 5 (five) 

options answers starting from 1 which means Strongly 

Disagree, to 5 which means Strongly agree.   

The Likert scale is a frequent psychometric scale 

measurement instrument used in surveys, where data 

has been collected through filling in The questionnaire 

will be processed quantitatively, and then assign a 

score to the answers which have been given by 

respondents in the questionnaire [11]. 

Likert Scale is a measurement method discovered 

by Rensis Likert in 1932. This method is used to 

measure an individual's view of something specific 

statement or topic. Usually, a Likert scale consists of 

statements that equipped with a measurement scale, 

where the scale is an alternative attitude related to the 

statement given that can be chosen by the respondent 

according to their attitude towards the statement [12]. 

There are three elements in Webqual. related to 

the quality of the website. Then, in this investigation, 

these dimensions are used as variables independent. 

The following are the three dimensions: 

1. Using the Usability Quality dimension X1  

2. Using the information quality dimension X2  

3. Using the X3 Service Interaction Quality 

dimensions 
Table  1. Webqual 4.0 Research Variables 

2.2 Multiple Linear Regression Analysis 

To find out whether the usability variable (X1), 

the information quality variable (X2), and the service 

interaction quality variable (X3) influences the 

variable user satisfaction (Y), then a multiple linear 

regression analysis test is used this research. 

According to the justification provided, this indicates 

that there are three X variables and one Y variable in 

this research. Then to estimate or assume that a linear 

regression equation will formulated as follows: 

Y=a+b1X1+b2X2+b3X3……………..(1) 

Information:  

 Y  = Dependent Variable  

X1 = User Quality (Usability)  

X2  = Information Quality (Information Quality)  

X3  = Service Interaction (Service Interaction)  

b1, b2, b3 = Regression coefficients  

a  = constant  

Source: [13] 

 

2.3 Data Collection and Processing 

This research uses the method of distributing 

questionnaires indirectly directly to obtain data from 

participants. This type of combination is possible used 

to test the depth and breadth of data, the level of 

respondent response and data quality, as well as the 

effectiveness and efficiency of data collection. 

Author's sample, which includes all 55 respondents 

from the population, taken using a strategy Saturated 

sampling, namely taking all samples from the existing 

population. Deployment This is done indirectly by 

sharing the online survey link via social media 

platforms.  

The deployment was carried out for 

approximately 2 (two) weeks reach the desired sample 

size. The analysis process is carried out by utilizing 

SPSS 26 which will be used to obtain research data, 

process and evaluate research results. Data analysis 

includes: Validity Test, Reliability Test, Multiple 

Linear Regression Analysis. 

3. RESULT AND DISCUSSION 

At this stage, the author will discuss the results of 

the questionnaire that has been carried out given to 

respondents, namely all employees and staff who have 

accessed it website https://isoae.id at PT. Original 

Isoae Solusine. Google Forms, a tool that used to fill 

out online surveys, used to distribute questionnaires 

this is indirectly (via internet surveys). This survey 

was distributed over a period of 2 (two) weeks, in order 

to achieve the expected sample size. 

The following is a table of questionnaire questions 

which has 3 variables X and 1 Variable Y distributed 

to respondents: 
Table  2. List of Questionnaire Questions 

Variable Usability Question 
 

  

 1. Website operation  

https://isoae.id easy to learn? 

2. Interaction with 

https://isoae.id is clear 
and easy to understand? 

3. Ease of navigation on the 

website  
https://isoae.id 

4. The website https://isoae.id 

has 
attractive appearance? 

5. According to your website  

Variable Information 

X1 Usability 

X2 Information Quality 

X3 Interaction Quality 

Y User Satisfaction 
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https://isoae.id  

convey  

competence? 
6. What do you think of the 

website?  

https://isoae.id increases 
knowledge 

from the website information? 
Information Quality 1. According to you, the 

website https://isoae.id 

provide the information you 

can 
trustworthy?  

2. According to you, the 

website https://isoae.id 

presented in detail? 

3. According to you, the 

website https://isoae.id 
provide accurate information? 

4. Is the website 

https://isoae.id 
provide sufficient information 

details? 

5. According to you, the 
website https://isoae.id 

provide relevant information? 

6. According to you, the 
website https://isoae.id 

provide easy information 

understood? 
Service Interaction 1. What do you think of the 

website  

https://isoae.id has a good 
reputation 

Good? 

2. I feel safe doing it 
interaction on the website 

https://isoae.id? 
3. The website https://isoae.id 

is easy to attract 

interest and attention? 
4. The website https://isoae.id 

provides 

ease of communicating with 
company? 

5. Is the website 

https://isoae.id 
have a high level of 

confidence 

will the services be provided? 
User Satisfaction View the website 

https://isoae.id in full 

overall good? 

Based on Diagram Figure 2 below, from 55 

respondents the author gathered there were 26 male 

participants with a percentage of 47%. Meanwhile for 

There were 29 female participants with a percentage 

of 52%. 

 
Figure 2. Questionnaire Diagram by Gender 

 

Respondents in this study, as seen in Diagram 

figure 3 There were 11 people aged under 20 years 

(20%), followed by those aged 20 - 25 years as many 

as 37 people (67%), aged 25 - 30 years as many as 3 

people (5.5%) and aged 30 years and over as many as 

4 people (7.3%). 

 
Figure 3. Questionnaire Diagram by Age 

 

3.1 Validity test 

Validity refers to the level of precision and 

completeness of the measuring instrument (test). carry 

out the measurement task. A test is considered to have 

high validity if the instrument accurately performs the 

measurement function or produce measurement 

findings that are appropriate to the intended use these 

measurements. In other words, the measurement 

results represent accurately the actual facts or 

circumstances of what is measured [13] Instrument 

considered valid if r count exceeds r table, and 

declared invalid if r count smaller than r table. If the 

probability (sig.2 tailed) < 0.05 then the instrument 

declared valid, and vice versa if the probability 

(sig2.tailed) > 0.05 then the instrument is declared 

invalid. 

Validity tests are carried out to check the 

substance of a tool, the purpose of it Validity Test is to 

measure the accuracy of the tool that will be used in 

study.  

Variables usability quality (X1), information 

quality (X2), interaction quality service (X3), and user 

satisfaction (Y) are each carried out by product 

analysis moment/Pearson as part of the validity test 

using the program SPSS. The calculated r value is 

compared with the r table for degrees of freedom (df) 

= n-2, where n is the number of samples and 0.05 is 

the alpha value, which can be seen in the table 

statistics, a significance test is carried out. 

The validity test of X1 uses the r table limit, two-

sided test and significance level 0.05. If the calculated 

r value > r table with an n value (population value) of 

55 populations, then the df value = 53, resulting in an 

r table value of 0.265. Item is considered valid if the 

correlation value is more than the specified limit and 

is considered invalid if has a value below it. 
Table  3. Validity Quality of Use (X1) 

variable R table R count SIG (2-
tailed) 

information 

X1.1 0,265 0,735 0 valid 

X1.2 0,265 0,846 0 valid 
X1.3 0,265 0,785 0 valid 

X1.4 0,265 0,729 0 valid 

X1.5 0,265 0,837 0 valid 
X1.6 0,265 0,847 0 valid 
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From the correlation data, conclusions can be 

drawn that each row of the Pearson Correlation 

column Total_X1 has a correlation value of X1.1 of 

0.735. The correlation coefficient is greater than the r 

value the table has value 0.265, as seen in the values 

X1.2, overall 0.846, 0.785, and so on. The conclusion 

is that all items valid. 

3.2 Reliability Test 

Reliability or reliability means the extent of a 

result reliable measurements. Confidence in 

measurement results can be obtained if several 

measurements are taken that produce relatively similar 

results, provided that the aspects measured in the 

subject remain unchanged. State that measure 

reliability relates to the degree to which individual 

scores vary, or scoresz, is relatively consistent when 

the same test or equivalent tests are repeated within 

administrating [14] 

The condition for testing the reliability assessment 

is that the calculated r value must be more greater than 

the rtable value with a significance level of more than 

5%. In this case, then can be ensured to be reliable (can 

be trusted). Conversely, if the rcount value is smaller 

from the rtable value with a significance level of less 

than 5%, then the measuring instrument considered 

unreliable (untrustworthy). 

 
Table  4. Reliability Statistics 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.958 18 

 

the first result seen in table 4 shows that there are 

55 valid data, then the results of the two tables 5 are 

the results of the reliability test obtained by the 

coefficient Cronbach's Alpha was 0.958 with a total of 

18 questionnaire items. Because the coefficient at 

above 0.6, it can be concluded that the survey of X and 

Y is considered acceptable reliable or coherent for use 

in research. 
Table  5. Reliability Statistics 

 Scale 

Mean if 

Item 
Deleted 

Scale 

Variance 

if Item 
Deleted 

Corrected 

ItemTotal 

Correlation 

Cronbach's 

Alpha if 

Item 
Deleted 

X1.1  68.8000  117.867  .584  .958  

X1.2  68.7818  115.803  .698  .957  
X1.3  68.7455  117.564  .711  .957  

X1.4  68.7636  115.110  .653  .958  

X1.5  68.7273  115.795  .711  .956  
X1.6  68.5818  114.026  .795  .955  

X2.1  68.6909  114.625  .720  .956  

X2.2  68.7455  114.934  .751  .956  
X2.3  68.7273 115.535 .777  .956  

X2.4  68.6727 115.891 .699  .957  

X2.5  68.6909 115.366 .792  .955  
X2.6  68.7455 115.341 .705  .957  

X3.1  68.7636 113.851 .781  .955  

X3.2  68.8182 115.596 .734  .956  
X3.3  68.8909 111.951 .822  .955  

X3.4  68.6909 112.736 .807  .955  

X3.5  68.7636 114.332 .732  .956  

Y1 68.6909 115.551 .753  .956  

The first thing we do after getting results from 

respondents is to carry out validity testing where the 

validity test is a functional test to see whether it is valid 

or invalid. The measuring tool referred to here is the 

questions contained in the questionnaire. When 

questions in the questionnaire can explain the subject 

being measured, then the questionnaire said to be 

valid[15] 

4. CONCLUSION 

Based on research findings that have been carried 

out on the website https://isoae.id with the title 

"Website Quality Analysis PT. Original Isoae Solusine  

By Using the Webqual 4.0 Method”, 

recommendations or suggestions are made can be 

proposed by the author in this research is Including 

various data analysis methods is very important, apart 

from validity testing, reliability and multiple linear 

regression. The newest variable should be introduced. 

It is hoped that companies will conduct surveys 

more frequently to continue improving quality towards 

customer satisfaction and to improve the quality of the 

website In the future, there needs to be regular 

evaluation of services, especially in the usability 

section and Information Quality. 
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