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Abstract. The user satisfaction construct is an important aspect of the Information 

Systems field either both research and practice. Additionally, the manner in which to 

evaluate the user satisfaction of an information system has changed over time as the 

context and purpose has evolved. Therefore, the various of evaluation model is essential 

to understand the trends in user satisfaction  measurement and what they mean for the 

future.Measuring user satisfaction in IS research indicated the multidimension approach. 

This study proposed an extendedEnd-User Computing Satisfaction (EUCS) model that 

used to predict the user satisfaction in the context of internet service company in 

Indonesia known as Telkom. Two variables such as security and response speed were 

incorporated in the inventiveEUCS variable modelbased on past literature. This research 

employ a quantitative approach with the selected customers were sampled usingsurvey 

method. The answer from the respondents then analyzed using the IBM-

StatisticalPackage for the Social Sciences (SPSS) software version 20. As a result, the 

level of user satisfaction of the current system is at a fairly satisfied level. 
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1  Introduction 

Effective management of information systems within a company is very important as it 

can be an underpinning to gain competitive advantage. Therefore, many companies begin to 

develop and pay special attention to the information system as a source that facilitates the 

effective collection and use of information. In actual implementation, IT innovation is much 

more difficult to control because it involves complex interaction between human, technology 

and environment. Often there are barriers in using new technology and in many situations and 

organizations have to face the failure of IT implementation [1]. 

One of the IT application system employed by Telkom's company that used to maintain 

close relationship with customer was Indihome. During providing services to the customers 

there were sometimes complaints arise from potential customers. The kind of complaints such 

as related to the accuracy of the system, where sometimes the billing of payment is not in 

accordance with the system. The other aspect of user satisfaction related to the security and 

speed of access is also questioned by users of the system. Given the large number of 

information systems and users involved, it is necessary to consider a scoring system that 

measures the extent of the interactions. The interactions referred to here may represent by how 
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much users’ benefit can be obtained or the extent to which level of user satisfaction to the 

enterprise information systems. However, based on the internal information, this system has 

never been evaluated related to user satisfaction, especially customer parts system. So, there is 

no study that describes how much user satisfaction in using the system and what factors that 

affect user satisfaction with the system. 

In recent years, researchers have investigated a variety of approaches to measure the user 

satisfaction but, the study not focus on security aspect and speed of response of the application 

system. Another thing is, a little progress has been made in the field of measurement user 

satisfaction in this company. Based on the above background then the research has been 

undertaken for predicting of the User Satisfaction. This study employ an extended End User 

Computing Satisfaction Model that cover 8 variables, those are: content, accuracy, format, 

timeliness, ease of use, security, access speed, and user satisfaction itself.. The purpose of this 

research is to predict the level of user satisfaction for using the application of My Indihome. 

2  Literatur Review 

2.1  Measurement of System User Satisfaction 

Measurement of the user satisfaction related to the user behavior in terms of their 

response to several factors related to the delivery of information about products and services 

[2].The mission of developing an Information System asthe effective use and impact of IT in 

organizations and society[15].Based on this view of information systems, predicting user 

satisfaction of an IT application is an important aspect of the field of information systems both 

in research and practice. 

2.2  Information Systems CRM MyIndihome 

Telkom is one of the main Indonesian companies in terms of market capitalization. It is 

the holding company of the Telkom Group, which is engaged in a wide range of businesses 

including telecommunication and multimedia. One of Telkom's products on internet services 

called by Indihome. The IT application that has been implemented for customer relationship 

management called by My Indihome. Using this application through subscribing requirement, 

the registered customer may access the system to request any services provided by Telkom, 

such as activation Video Streaming, registration various additional features, reporting 

IndiHome service interruption, checking the billing, checking point reward, usage info, and 

providing free music as well as other interesting services. My Indihomehas a tagline with a 

theme that is easy, comfortable, can be done anywhere and anytime. The registered user and 

customer can access easily the application at https://my.indihome.co.id. 

3  End User Computing Satisfaction (eucs) 

The original model that was underpinning of the study is End User Computing 

Satisfaction model developed by Doll and Torkzadeh (1988) consisting of 5 variables: 

Content, Format, Accuracy, Timeliness and Ease of Use [3]. In addition, there are two 

additional variables: security and speed for predicting user satisfaction adopted from previous 

research model [4]. Given the need for information security in a system, in the sense of 



security required at the time the information is transmitted, in order to maintain the 

authenticity of the data when transmitted through electronic transmission, the researcher uses 

the theory / concept of security [5], which states the higher the quality of information, 

information, and ease of use of information systems, the higher the level of user satisfaction. 

Researchers also use the theory or concept of speed [6] because the speed of media response 

such as access speed and loading speed in information technology can provide its own 

convenience for users, so users can get satisfaction in using information technology services. 

This study uses 8 variables in the research model that includes Content, Accuracy, 

Format, Ease of Use, Timeliness, Security, Speed of Response and End-User Satisfaction. 

 

Figure 1. User Statisfaction 

4  Research Method 

This research itself is generally done with quantitative approach according to its purpose 

that is predicting end user satisfaction from the side of contents, accuracy, ease, shape, 

timeliness, security and speed of information system. Data collection used in this research is in 

the form of interview, literature study and survey by distributing questionnaires. 

The Simple Random Sampling method was employed in this study without regard to the 

strata of current population [7], by determining the number of samples using the PLS-SEM 

techniques [8]. 

4.1  Data Collection 

In the process of data collection, this research is done by distributing the questionnaire 

indirectly, that is by requesting assistance to supervisorof the branch of Plasa Telkom 

KebonSirih. The respondents have been accessed through their email address to respond the 

questionnaires using google forms feature. The researcher realized that the spreading of the 

questionnaire through online system will reduce the interesting of respondents in filling the 

questionnaire. To appreciate the respondent that have been involved in this survey, the Plasa 

Telkom will give discounted 1% for once billing payment their Indihomes’ subscriber. 

 



4.2  Population and Sample  

In this study the target population is the user MyIndihome in Plasa Telkom 

KebunSirihwho play a direct role in using the system MyIndihome, where Plasa Telkom 

KebunSirih is one of the Plasa Telkom which has the most customers from local and foreign 

customers. Based on the report dated January 31, 2018, the number of MyIndihome users 

obtained from Supervisor of Plasa Telkom KebunSirih is 5,340 people. To determine the 

number of samples is done based on the criteria of the number of samples with the approach of 

PLS SEM, which is at least 10 times the number of paths in the research model [9], where in 

this study there are seven hypotheses so that the minimum sample is 70. 

4.3  Instruments 

Instrument of this research using Questionnaire which consist of explanation of research 

questions. The questionnaire consisted of five questions about the respondent's profile, 4 

questions about using MyIndihome, and 25 test questions that had been adapted to the 

variables that existed in the expanded EUCS model. To ensure the validity and reliability of 

this questionnaire, researchers adopted a number of indicator items from a number of previous 

related studies [10] [11] [12] [13]. 

5  The Result 

This section presents the findings that have been done by spreading the questionnaire 

indirectly (online). 

5.1  Gender 

Table 1. Shows the Characteristics of Respondents by Gender 

 

 
NO Frequency of Answer Gender 

Characteristics Frequency Presentation 

1.  Female 87 52% 

2.  Male 80 48% 

 

Female respondents that is 52% or as many as 87 people have a higher frequency than 

male respondents who have 48% or as many as 80 people, this is because researchers provide 

Indihome payment discounts for those who fill the questionnaire, while the interest of women 

will be discounts offered in more questionnaires attractive to women than men.  

5.2  Age 

Table 2. Shows The Characteristics of Respondents by Age 

 
NO Frequency of Answer Age 

Characteristics Frequency Presentation 

1. 12-20Year 25 15% 

2. 21-29Year 57 34% 



NO Frequency of Answer Age 

Characteristics Frequency Presentation 

30-38Year 59 35% 

>38Year 26 16% 

 

Respondents who have the highest frequency of respondents with age between 30-38 

years 35% or as many as 59 people and the lowest respondent is the respondent age between 

12-20 years that is equal to 15% or as many as 25 people. This is because the majority of 

MyIndihome users are workers with a population of 5,340 who are in the productive age range 

of the age of 30-38 years. 

5.3  Education 

Table 3. Shows The Characteristics of Respondents Based on Latest Education 

 
NO Frequency of AnswerEducation 

Characteristics Frequency Presentation 

SD 22 13% 

SMP 29 17% 

SMA 40 24% 

Akademik/Perguruan 

Tinggi 

76 46% 

 

Respondents who have the highest frequency of respondents with the last education 

Academic / Higher Education of 46% or as many as 76 people and the lowest respondent is 

the respondent with the last elementary education that is 13% or as many as 22 people. This 

result is because the user MyIndihome better understand will use system which educated 

Academic / Higher Education, while for education of SD, user more difficult to understand or 

reluctant to use system. Students are generally self-sufficient and more accustomed to 

Internet-based and more educated technology services than casual users [14]. 

5.4  Length of Use 

Table 4. Shows Respondent Characteristics Based on Length of Use 

 
NO Frequency of Answer Lengh of Use 

Characteristics Frequency Presentation 

< 1 Year 57 34% 

1-2 Year 52 31% 

3-4 Year 16 10% 

> 4 Year 42 25% 

 

Respondents with the old system using <1 year of 34% or as many as 57 people and the 

lowest respondents are respondents with a long time using the system between 3-4 years of 

10% or as many as 16 people, this is causing new Indihome customers after 35% in 2017. 



5.5  Usage Requirement. 

Table 5. Shows Respondent Characteristics Based on Usage Requirement 

 
NO Frequency of Answer Usage Requirement 

Characteristics Frequency Presentation 

1. Personal 92 55% 

2. Education 29 17% 

3. Business 46 28% 

Respondents who have the highest frequency of respondents with the needs of the use of 

the system for personal that is equal to 55% or as many as 92 people and the lowest 

respondent is the respondent with the use of the system for education that is equal to 17% or 

as many as 29 people. When viewed from job demographics, private employees and students 

have the highest percentage, this leads to the need to use the system itself more for personal. 

5.6 Role of the System. 

Table 6. Shows The Characteristics Respondents Based on The Role of The System 

 
NO Frequency of Answer Role of the System 

Characteristics Frequency Presentation 

1. Very Helpfull 5 3% 

2. Helpfull 114 68% 

3. QuiteHelpfull 33 20% 

4. Less Helpful 14 8% 

5. Not Helpfull 1 1% 

 

Respondents who have the highest frequency of respondents with the level of application 

system that is considered to help that is equal to 68% or as many as 114 people and the lowest 

respondent is the respondent with the level of system implementation is considered not helpful 

that is equal to 1% or as much as 1 person. 

5.7  User System Satisfaction Status 

Table 7. Shows The Characteristics of Respondents by Work 

 
NO Frequency of Answeruser System Satisfaction Status 

Characteristics Frequency Presentation 

1. Very Satisfied 14 8% 

2. Satisfied 90 54% 

3. QuiteSatisfied 52 31% 

4. LessSatisfied 10 6% 

5. NotSatisfied 1 1% 

 



Respondents who have the highest frequency of respondents with satisfaction level of 

satisfied system users that is equal to 54% or as many as 90 people and the lowest respondent 

is the respondent with the satisfaction level of system users who are not satisfied that is equal 

to 1% or as much as 1 person. 

5  Conclusion 

From the results of demographic data processing is known that as many as 54% of 

respondents feel satisfied when using MyIndihome, this is because respondents feel helped by 

the system in the completion of tasks / their work, in addition reinforced by the number of 

users who are in vulnerable productive age of 30-38 and the last educated academic / college, 

so users will feel more benefit and usefulness of the system. 

While on the other hand there are 6% of respondents feel less satisfied and 1% of 

respondents feel not satisfied, this is because respondents feel the system is less helpful in 

completing their task / job. efforts to be made by Plasa Telkom to improve user satisfaction is 

to improve or develop the system so that the presentation of information produced more 

accurate, one of them by adjusting the output screen results with what the user ordered, so the 

system produces reliable and reliable information by users. 
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