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ABSTRAK 

 

Universitas Muhammadiyah Malang merupakan perguruan tinggi yang juga 

mengembangkan sistem informasi berbasis website, salah satunya infokhs. Infokhs 

merupakan website layanan mahasiswa yang menangani berbagai layanan 

akademik seperti KRS (Kartu Rencana Studi), hasil studi mahasiswa, keuangan dll. 

Penelitian ini bertujuan untuk mengetahui bagaimana hubungan kualitas layanan 

website Infokhs Universitas Muhammadiyah Malang terhadap kepuasan 

mahasiswa menggunakan metode E-S-Qual. Penelitian ini menggunakan 

pendekatan kuantitatif. Sampel pada penelitian ini merupakan mahasiswa aktif 

Universitas Muhammadiyah Malang dengan jumlah 300 mahasiswa. Teknik 

pengambilan sampel menggunakan teknik purposive sampling. Pengumpulan data 

dilakukan menggunakan kuesioner. Kuesioner dalam penelitian ini diuji dengan 

menggunakan uji validitas dan uji reliabilitas, kemudian dilakukan pengujian 

asumsi klasik yaitu uji multikolinearitas dan uji heteroskedastisitas. Dalam 

menganalisis seberapa besar pengaruh variabel dependen terhadap vaariabel 

independen dalam penelitian ini menggunakan uji regresi linear berganda. Uji 

hipotesis dilakukan dengan uji t, uji F dan koefisien determinasi (R2). 

Hasil dari penelitian ini yaitu Hasil pengujian yang dilakukan secara parsial 

(sendiri-sendiri) menunjukkan bahwa variabel efficiency memiliki pengaruh 

signifikan terhadap user satisfaction, variabel System Availability memiliki 

pengaruh signifikan terhadap user satisfaction, variabel Privacy memiliki pengaruh 

signifikan terhadap user satisfaction, tetapi variabel Fulfillment tidak memiliki 

pengaruh signifikan terhadap user satisfaction. Hasil pengujian data secara 

simultan (bersama-sama) terdapat pengaruh yang signifikan antara variabel 

independen (bebas) yanng terdiri dari efficiency, system availability, fulfillment, dan 

privacy terhadap variabel dependen (terikat) yaitu user satisfaction. 

Kata kunci: Info KHS, E-S-Qual, kualitas layanan  
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ABSTRACT 

 

University of Muhammadiyah Malang is a tertiary institution that also 

develops website-based information systems, one of which is infokhs. Infokhs is a 

student service website that handles various academic services such as KRS (Study 

Plan Card), student study results, finance etc. This study aims to determine the 

relationship between the service quality of the Infokhs website at the University of 

Muhammadiyah Malang and student satisfaction using the E-S-Qual method. This 

study uses a quantitative approach. The sample in this study were active students at 

the University of Muhammadiyah Malang with a total of 300 students. The 

sampling technique used purposive sampling technique. Data collection was carried 

out using a questionnaire. The questionnaire in this study was tested using a validity 

test and a reliability test, then classical assumption tests were carried out, namely 

the multicollinearity test and the heteroscedasticity test. In analyzing how much 

influence the dependent variable has on the independent variable in this study using 

multiple linear regression tests. Hypothesis testing is done by t test, F test and 

coefficient of determination (R2). 

The results of this study are the results of partial tests (alone) showing that 

the efficiency variable has a significant effect on user satisfaction, the System 

Availability variable has a significant effect on user satisfaction, the Privacy 

variable has a significant effect on user satisfaction, but the Fulfillment variable 

does not has a significant influence on user satisfaction. The results of simultaneous 

data testing (together) show that there is a significant influence between the 

independent (free) variables consisting of efficiency, system availability, 

fulfillment, and privacy on the dependent (tied) variable, namely user satisfaction. 

Keyword: Info KHS, E-S-Qual, service quality  
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