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Abstract— This study aims to evaluate e-Government service quality especially in West Sumatera, Indonesia. The reason why the
study conducted is that the difficulty obtaining available and accurate data from the Indonesian citizen regarding the implementation

of e-government. The method used in this study is survey based on the e-GovQual questionnaire distributed to total 247 respondents
to find out their perception of all the services provided by the e-Government website. The results showed that in general, the citizens
agreed that quality of e-Government service provided by the government of West Sumatera province is good enough and meet their
expectation regarding efficient, trust, reliability, citizen support, content & appearance of information, and functionality of
interactive environment. However, e-Government service quality requires improvement due to the results obtained were still at a
moderate level.
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the public. In turn, all government agencies, communities
I. INTRODUCTION and businesses can at all times utilize information and

The increasing public demand for quality information and government services optimally. .
services provided by the government encourages every Implementation of e-Government is not easy, rather than

government agency to seek to meet those needs through th(éhanglng from the manual to computerization [3] or not by

process of transformation towards e-Government [1]. mstal!ing a computer even just Iimit_ed to build government
Through the process of e-Government transformation websites have been considered to implement e-Government
government agencies can optimize and utilize the [4]- L?Ck of correct understand]ng O.f the e-Governme_nt
advancement of Information and Communication paradigm that often leads to failure in the process of its
Technology (ICT) to provide the widest access to implementation. As mentioned that the government must
information and services that the public demands. It is alsomake .the process of transformauon towards e-Government,
an implication of the rapid development of ICTs and their especially the transformation of government bureaucracy
widespread utilization potential in the era of globalization. culture bOt.h apparatus and management systems and V\_/ork
The inability to adapt to the global trend will bring the Processes in the government-baseq Qlectronlc. This paradigm
Indonesian nation into the digital divide gap that is the shift S_hOU|d also encourage the W|I_I|ngness of government
isolation of global progress because it is unable to utilize agencies to ch_ange in order to realize e-Government as the
information [2]. ICTs provide an opportunity for the agend_a of national bureaucrafu_c refprm [5]. H_ovyever, the
structuring of various aspects of the life of the nation and thePortrait Of e-Golvernme_nt C(I)ndmons n IndolneS|ar:s not %/et
more open state in which the public interest can be placed i endcoura_gm_g.f n:)erﬁatéona ZL.”VGY Gresu s s ovc\j/ that
a central position. Changes in national and state life havelndonesia is far behind regarding e-Government adoption,
fundamentally demanded a clean, transparent governmen?SpeC'a”y when compared with developed countries. Based

- the e-Government survey in Southeast Asia, Indonesia is
and able to respond to the demands of change effecuvely.on . O
Therefore the government should be able to utilize the'@nked 110th well below Vietnam which is ranked 65

potential of ICTs to improve the ability to process, manage, especially compared to Malaysia (59) and Singapore (10) [6].

distribute and distribute quality information and services to In line V‘."th.that' another e-Government ranklr_lg shows that
Indonesia is ranked 29th out of 38 countries surveyed.
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Indonesia is also far below Malaysia (25), Thailand (22) and based on user perspective [19]. The study used Webqual
Singapore (1) [7]. The condition of the utilization of e- (Web Quality) method to find out what factors contribute to
Government at the national level is not much different. website quality. The results showed that the dimensions that
Indeed already many regions, departments or governmenexist in Webqual namely information quality, service
agencies that have implemented e-Government. This isinteraction quality and usability have a significant and
evident from the data taken a year after the policy of Inpres 3positive effect on website quality. Achmad Fuad (2013) has
of 2003 from 530 existing government agencies, 53.61% ofalso conducted research to assess the quality of e-
whom already have their own website [8]. However, there is Government services using e-GovQual dimensions in East
no doubt that disparities also occur between Java Provincial Government [20]. The e-GovQual
provinces/districts/cities/institutions in Indonesia for various instrument is modified and adapted to the conditions of the
reasons, such as different management, infrastructure, andrganization, in this case, the Provincial Government to
human resources factors. The results of the e-Governmentepresent e-Government in East Java Province. The results
rating survey in Indonesia in 2014 showed unsatisfactory showed that all indicator variables measured turned out to be
results, of which 22 provinces were considered less thanunsatisfactory or meet public expectations.
50% (13) [9]. Based on the above data sources, Indonesia This study evaluated or analyzed the quality of public
can be said to be one of the countries whose e-Governmergervices in City Government X using E-GovQual approach.
development is slow. The E-GovQual instrument was developed to measure the
Finding out what government needs or do about the quality of services provided by the government through
implementation of e-Government, many studies have websites from a public perspective. In other words, this
attempted to formulate key success factors (CSF) especiallyesearch would like to figure out the extent of public
in the implementation of e-Government system [10, 11, 12, satisfaction on service quality provided by City Government
13, 14]. These success factors are the key areas that should by descriptive analysis.
be accommodated by government agencies to support the
successful implementation of e-Government and one of the Il. MATERIAL AND METHOD
key success factors (CSF) that is successfully defined is
quality service [14]. Therefore, the quality of services
provided by the government (e-Government service quality)
through e-Government becomes important to be considere
and enhanced continuously where fast and transparent,,
services are expected to reduce processing time and costs
[15]. Quality public services become part of good
governance. This study aims to determine the extent to

Wh'Ch. the quality Of. Services prov_lded by government hiained whether the service provided by the government
agencies based on citizen perspectives. The locus in thi§ag met citizen need or expectation. The questionnaire was
study is West Sumatera Province. The result of _the rese_arcraesign on the e-GovQual framework consisting of 6 (six)
is to show the picture of e-Government service quality, gimengions and 32 (thirty-two) indicators. The efficiency
especially in C|ty Gove.rnment X as th_e baseline of the dimension consists of 7 (seven) indicators. Trust has 4 (four)
government service quality improvement in the future. indicators. Reliability consists of 6 (six) indicators. Citizen

AS. mgntloTed ear_ller the s?rwl;:e qualllty of fefm support has 4 (four) items. Content & appearance of
organization plays an important role because it can afteCli,ro mation involves 7 (seven) items. The functionality of

customers to use the products or services OﬁcerGd'the interaction environment consists of 4 (four) items.

Fur_tr;ermore, ht'hi _quallty (')I]; Ise:jwce can cre?te fUStlc)GmerEncouraging the assessment, a Likert scale of 4 (four) scales
satisfaction which in turn will lead to customer loyalty [16]. is used to measure respondents' perception of e-Government

To improve the quality Or]: sefrfwce_z requwesf ehvaluanon o service quality where 1 indicates Strongly Disagree, 2 shows
measurement to assess the effectiveness of the Organ'zat'oﬂisagree, 3 represents Neutral, 4 reveals Agree, and 5

in providing services to customers. From the results of thisdesignates Strongly Agree

evaluation qbtalned '”fofma“on and improvement EGovQual is a framework developed to measure public
recommendations that can improve the quality of service nocentions of the quality of services from websites or e-
organizations, especially electronic-based services (e'Government portals. E-Government portal is a medium
services). . . .. where people could obtain information or services needed

Several studies have undertaken e-service quality 1) The e.Govqual model surveys large number of
measur(hemdent and Tmalys;]s actlv:yes ‘;'UCh a§ Affag ,(2015f)literature related to website quality and e-service quality.
researched to analyze the quality o JDIH's website of 1o study found several service quality attributes may be
documentation and legal information (JDIH) in Central applicable for both e-Commerce and e-Government while on

Sula_wesi [17] with the approach of the SUCCESS mOOIeIthe other hand there are attributes that are only appropriate
quality [18]. The results showed that the quality of the for e-Commerce and some attributes suitable for e-

system (system quality) is not proven to positively affect the Government. Whereas users of e-Commerce services
user satisfaction (user §§\tisfaction), while Qf[her Variablescertainly have different expectations with users of e-
proved to have a positive effect. In addition, resegrch overnment services [22]. The implication is that the service
conducted Candra Irawan (2012) that measures the quality 0E?uality attributes proposed will be different. Therefore, the
the website of Local Government of Ogan Ilir Regency e-GovQual model is proposed to answer and analyze

The method used in this study is a survey aimed at public
municipal government X to know public perceptions of the
uality of e-Government services provided. The tool used is
guestionnaire designed based on an e-GovQual approach to
easure perceived quality of e-Government services based
n six dimensions such as efficiency, trust, reliability, citizen
support, content & appearance of information and
functionality of the interaction environment. Thus, it can be
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attribute service quality appropriate for e-Government can
be seen in figure 1 below:

Reliability

E-Gov
service
quality

Content & Citizen
Appefrance Support
0

Information

Functionality
of the
interaction
environtment

Fig. 1. Conceptual Research Model [21]

Operational variable in this study consists of efficiency (6
item), trust (4), reliability (6 item), citizen support (4 item),
content & appearance of information (7 item) and
functionality of the interaction environment (4 item) as
presented in Table 1 below:

TABLE |
OPERATIONAL VARIABLES
No Variable Iltem
1. | Efficiency (X1) This e-government site's structure is clepr

and easy to follow (X1)

This e-government site's search engine|is
effective (X15)

This e-government site's sitemap is well
organized (XL)

This e-government site is well customized
to individual users' needs (%}.

The information displayed in this e-
government site is appropriate detailed.
(X1

The information displayed in this e-
government site is fresh ().

2. | Trust(X2) Acquisition of username and password

this e-government site is secure (X2

=]

Only necessary personal data are providled
for authentication on this e-government
site (X25)

Data provided by users in this e-
government site are archived securely
(X2.5)

Data provided in this e-government site
are used only for the reason submitted
(X2.4)
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s Reliability (X3) Forms in this e-government site are

downloaded in short time (X3.

This e-government site is available and
accessible whenever you need it (X3.

This e-government site performs the
service successfully upon first request
(X3.9)

This e-government site provides servicess
in time (X4,)

E-government site's pages are
downloaded quickly enough (3.

This e-government site works properly
with your default browser (X3.

4. | Citizen Support | Employees showed a sincere interest in
solving users' problem (X4.

Employees give prompt replies to users
inquiries (X4p)

Employees have the knowledge to answer
users' guestions (X4.

Employees can convey trust and
confidence (X4,)

5. | Content &| completeness of Data on e-Government
A;?pearqnce of website (X5.1)

Information Accuracy of data/information on e-
Government website (X5.2)
Relevance of data/information on e-
Government website (X5.3)

Update information on e-
Government website (X5.4)

Ease of understanding/ interpreting datg/
information on e-Government (X5.5)

Relation of data/information on e-
Government website (X5.6)

Graphic, Colour, Animation, and Size o
Web page (X5)

6. Functionality  of| The presence of online assistance in the
the Interaction| form of a complaint service form (X5.1)
Environment Use of features to facilitate future
interaction (X5.2)

Automatic calculation on form (X5.3)

Adequate response format (X5.4)

I1l. RESULT AND DISCUSSION

A. Validity & Reliability Testing

The results of data collection through distributed
questionnaire was total 247 data obtained from 300
respondents. Before the data is processed and analyzed the
results of the questionnaire, testing the validity and
reliability was conducted to find out whether the
questionnaire had measured the data accurately and
consistently. Results of testing the validity of the
questionnaire in this study can be seen from the instrument
validity index value ¢, (corrected item-total correlation),
whereas if g, greater thany,e that item is said to be valid
[23] are shown in Table 1.

Based on Table 2, it can be seen that all item has a value
of reount greater thanye Where gy for 247 respondents
with significant probability 5% (0,05) is 0.125. Thus, the
overall indicator or items in the questionnaire was valid
because it has met the requirements (> 0.125).



TABLE Il TABLE I

RESULT OFVALIDITY TESTING RESULT OFRELIABILITY TESTING
No Variables Cronbach
No Item Corrected Item-Total Result Alpha
Correlation (r coun) 1. | Efficiency (X1) 0.875
Efficiency (X1) 2. | Trust (X2) 0.802
1. X1, 0.631 VALID 3. | Reliability (X3) 0.879
2. X1, 0.689 VALID 4. | Citizen Support (X4) 0.905
3. Xlg 0.653 VALID 5. | Content & Appearance of Information 0.898
4. X1q 0.678 VALID (X5)
5. X1s 0.638 VALID 6. | Functionality of The Interaction 0.872
6. X1g 0.643 VALID Environment (X6)
7. X1, 0.661 VALID
Trust (X2)
1. X2, 0.641 VALID B. Descriptive Statistics Analysis
2. X25 0.720 VALID Based on the results of questionnaires, a descriptive
3. X24 0.665 VALID statistics analysis conducted. Based on Table 4, the
4. X24 0.464 VALID \ . T
Reliability (X3) respondent's answers c?n be feen that_for each item/indicator,
T X3, 0676 VALID frequency response of “agree _has ? higher percentage _th:’;ln
> X3, 0.677 VALID other response. For example, item “the e-Go_vernment site’s
3 X34 0.669 VALID structure is clear and easy to follow (¥1.contained 64.4%
4 X34 0.698 VALID of respondents agreed and the remaining 35.6% answered
5 X35 0.721 VALID was strongly agree (14.6%), neutral (17.4%), disagree (3.2%)
6 X34 0.675 VALID and strongly disagree (4.0%). This result indicates that e-
Citizen Support (X4) Government website was easy to use by citizen”. Likewise
1 X4 4 0.766 VALID for item "data provided by users in this e-government site
2 X4, 0.762 VALID are archived securely (X, it can be seen that as many as
3 X4 0.804 VALID 44.5% of respondents agree, 12.1% of respondents strongly
4 X4, 0.813 VALID agreed, 36.8% answered Neutral, 4.9% disagree and only
Content & Appearance of Information (X5) 1.6% who answered strongly disagree. This result also
1 X54 0.739 VALID indicated that citizens believed the e-Government website
2 X5, 0.772 VALID was secure for data transaction. Another item such as “this e-
3 X53 0.731 VALID government site is available and accessible whenever you
4 X54 0.690 VALID need it (X3,)” showed that most of respondents agreed to
> XS5 0.663 VALID this item (53.0%). It means the citizens admitted that e-
6 X5¢ 0.760 VALID Government website was reliable to be accessed. Two items
! XS7_ 0.569 : VALID that is “Data provided in this e-government site are used
Functionality of the Interaction Environment (X6) only for the reason submitted (X.and “Employees give
; §2'1 8;22 xﬁt:g prompt replies to users' inquiries (X4.that has_hi_ghgr
3 XGE 0:729 VALID percentage of.NeutraI among other answers. This |r_1d|cated
2 X6.4 0714 VALID that data provided by users should be clearly explained for

what purpose and employees should also give faster
response to the citizen'’s input.

Thus the results of frequency analysis of responses can be
said the majority of the respondents agree that in general the
e-Government service has a good quality in term of
efficiency, trust, reliability, citizen support, content &
appearance of information and functionality of interaction
o : ) environment. In other words, it could be said that the service
The results of reliability testing could be presented in Tgble provided by e-Government was quite efficient and easy to
3. Based on Table 3, it can be shown that all operationalse for gitizens to interact with. Most of citizens also has no
variables reliably meet the requirement of Cronbach alpha ., i 14 the security of data transaction occurs during online

(>0.6). The Cronbach Alpha values obtained respectively ; ; ; ;
o e process. The quality of e-Government service provided bring
was 0.875 for efficiency, 0.802 for trust, 0.879 for reliability, 1o trust of citizens of accurately and on time delivered

_0'905 fo_r citizen support, 0.898 for_ content & appearance of services. Besides, highly support from government officer
information and 0.872 for the functionality of the interaction |, o given to user's need related to services. The quality and

environment. Thﬁ’se results_ indicated that.the 'nStru.m_entappearance of information indicated that the website of e-
could be categorized as reliable. After testing the validity Government was designed properly and fulfill the

anq brlel'a.b'l'ty.’d It rIIS b%th delpggldentdar;d r:ndeperl‘\dgnt information needs of citizen. The e-Government also could
variables is said to have been eligible to do further analysis. ,qyide the citizens get more connected, easier to

communicate and interact with government.

Reliability testing in this study was conducted by
computing coefficient of Cronbach alpha. According to
Ghozali (2002), the Cronbach alpha technique is a accurate
fast, and economical technique that would indicate internal
consistency index. The instrument is said to meet the
Cronbach alpha reliability if the value is greater than 0.60.
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TABLE IV
STATISTICAL — FREQUENCYANALYSIS

showed respondents have a range between 1.25 to 5.00 in
which the average value (Mean) produced was 3.5040. Thus
it can be said respondents also moderately agreed that e-

No Item Strongly Disagree Netral — Agree Strongly Government website was secure related to its services. For
Disagree (%) (%) (%) Agree the variable of reliability, the range of respondents between
(%) (%0) 1.67 to 5.00 in which the average value (Mean) obtained is
1. X4 4.0 3.2 17.4  64.4 14.6 L
2. Xi, 16 57 547 559 1 3.7247 als.o indicated rgspondents moderately agree the
3. Xla 24 3.2 243 555 14.6 service delivered was reliable. For the rest of variables had
4. X4 2.4 6.1 263  50.6 14.6 also moderately agreement from users. It means the e-
5 Xl 16 53 287 526 11.7 Government service quality must be improved in order to
6. Xle 16 5.7 235 498 19.4 meet user expectations.
7. Xl 1.6 3.2 283 514 15.4
8. X24 2.0 3.2 36.4 478 10.5
9. X2, 36 77 381 405 10.1 IV. CONCLUSIONS
10. X2, 1.6 4.9 36.8 | 445 121 Based on research that has been done can be concluded
E ig" g'g 15,350 3385'12 435'53 55 that the quality e-Government service based on user
13, X3, 12 29 519  53.0 19.0 perspective was good enough and met the citizen needs or
14. X3, 1.2 3.6 30.0 49.0 16.2 expectation according to e-GovQual framework. However,
15. X3, 1.6 4.0 324 486 13.4 the government agencies should improve the quality of
16. X3 0.8 5.7 316 478 14.2 services provided since the user had shown moderately
17.  X3s 1.2 5.7 271 466 19.4 agreement.
18.  Xd44 0.4 6.1 352  47.0 11.3
19. X4, 2.0 4.5 44.9 36.0 12.6
20. Xdg 4.0 45 340 474 13.8 ACKNOWLEDGMENT
21, X4, 08 4.5 356 Wdes 15.0 The author would like to thank the Ministry of Research,
22. X5, 1.2 4.5 239 579 12.6 . . !
23 X5, ) 79 501 494 166 TechnoI_OQY, and_ ngh_er Education of the Republic of
24, X5, 1.2 53 316 486 13.4 Indonesia for funding this research.
25. X5 4.0 3.2 239 543 18.2
26.  X5s 0 3.6 24.3 54.3 17.8 REEERENCES
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