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Abstrak 

Penggunaan e-Government menjadi salah satu upaya pemerintah dalam 

meningkatkan kualitas pelayanan publik secara digital. Penelitian ini bertujuan 

untuk mengevaluasi kualitas layanan e-Government pada website Desa Kendal 

menggunakan metode e-Govqual, Importance Performance Analysis (IPA), dan 

Heuristic Evaluation. Metode e-Govqual digunakan untuk menganalisis kualitas 

layanan berdasarkan lima dimensi utama, yaitu ease of use, trust, reliability, content 

and appearance, serta citizen support. Metode IPA membantu menentukan prioritas 

perbaikan berdasarkan analisis tingkat kepentingan dan kinerja layanan. Sementara 

itu, Heuristic Evaluation digunakan untuk memberikan rekomendasi perbaikan 

desain berdasarkan prinsip-prinsip heuristik. Hasil penelitian menunjukkan terdapat 

delapan atribut layanan yang perlu ditingkatkan, dengan fokus pada keamanan, 

navigasi, kompatibilitas perangkat, dan kelengkapan informasi. Rekomendasi 

perbaikan disusun untuk meningkatkan efisiensi dan pengalaman pengguna 

website. Penelitian ini diharapkan dapat menjadi referensi dalam peningkatan 

layanan e-Government di tingkat desa. 

Kata Kunci: e-Government, e-Govqual, Importance Performance Analysis (IPA), 

Heuristic Evaluation. 
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Abstract 

The implementation of e-Government is one of the government’s efforts to enhance 

the quality of public services digitally. This study aims to evaluate the quality of e-

Government services on the Kendal Village website using the e-Govqual, 

Importance Performance Analysis (IPA), and Heuristic Evaluation methods. The e-

Govqual method analyzes service quality based on five main dimensions: ease of 

use, trust, reliability, content and appearance, and citizen support. The IPA method 

helps determine improvement priorities based on the importance and performance 

of services. Meanwhile, Heuristic Evaluation provides design improvement 

recommendations based on heuristic principles. The study results reveal eight 

service attributes requiring improvement, focusing on security, navigation, device 

compatibility, and information completeness. Recommendations are provided to 

enhance the website’s efficiency and user experience. This study is expected to serve 

as a reference for improving e-Government services at the village level. 

Keywords: e-Government, e-Govqual, Importance Performance Analysis (IPA), 

Heuristic Evaluation. 
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