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Abstract: In this 21st-century era, the development of a management information system is one of 
the efforts that can be made to improve the quality of public services, both in general and in certain 
sectors, for example, education, where because of the effect of industrial revolution 4.0 and society 5.0, 
these days the community often to use the assistance of technology for their social activities. One of 
many ways that can be used to measure the success rate of a system is using usability measurement. 
The usability level of an information system shows whether the system is accepted by the user or not. 
This study aims to measure the usability level of the educational service in the Faculty of Education, 
State University of Surabaya (UNESA), using the USE Questionnaire. The data from this research are 
processed using a descriptive statistics method and then analyzed both for each aspect and the correlation 
of all aspects. The results of this study included; (1) the usefulness aspect got an eligibility percentage 
of 83,6%; (2) the ease of use aspect got an eligibility percentage of 81,7%; (3) the satisfaction aspect got 
eligibility percentage of 79,8%; (4) the result of calculation of all usability aspects are 81,9%, meaning 
that the E-Service Faculty of Education, Unisa very useful and worthy to be used. 
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the development of technology in the 21st century is so fast. Currently, it is not only work-related to 
offices such as document creation and data storage that utilizes technological sophistication, but currently, 
social interaction in society has also used technological sophistication. The 21st century requires society 
to change according to the times, coupled with the industrial revolution and the development of society 
in the 21st century, all of which are carried out using technological sophistication. The development of 
the era in society also requires educational institutions to develop constantly. 

Education as a forum for printing or producing human resources is required to produce a higher 
quality of generation so that a country can compete globally. The utilization of information and 
communication technology is carried out to improve the quality of human resources in an organization 
or institution (Amaliah, Soedjono, and Henderi, 2018:956). One of the efforts from the educational 
institutions to produce higher quality human resources is to provide the best service for using educational 
services, such as students, stakeholders, and the community because educational institutions are actually 
organizations in the service sector, so to satisfy service users, educational institutions are required to 
provide quality services. 

The quality of service in an organization or institution that offers services is very important from 
the point of view of the customer (user). The customers will not only judge from the results of the 
service, but also from the process of delivering the service (Noer Cholidah, 2017: 81). Therefore, high-
quality services have an important role in shaping customer satisfaction (Kotler and Armstrong, 1996). 
Several research results show that service quality has an important role including, research conducted by 
(Liung and Syah, 2017), which showed the results that service quality affects Caiming Mandarin student 
loyalty. The next is research conducted by (Nurhadi and Azis, 2018), this research showed that service 
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quality has a positive and significant effect on consumer confidence in PT. Pos Indonesia in Yogyakarta. 
In the modern era today, one thing that educational institutions can do to improve the quality of their 
services is to take advantage of the existence of a management information system. Research conducted 
by (Batari, Bima, and Rahman, 2018), also showed the results that service quality has an influence on 
Ford Car customer satisfaction at PT. Kumala Prima Motor Makassar. 

Schronderberg (Fatta, 2007:3) explained simply that the system is a series of system components 
that are connected with several criteria. Management Information System (hereinafter referred to as 
SIM) is a management activity carried out by utilizing information systems in its application to an 
organization that is intended to provide the information needed by the organization. Gordon B. Davis, 
(1993) explained, MIS is a system consisting of humans or machines that provide information to support 
managerial activities and decision-making functions in an organization. In addition, Gordon B. Davis 
(Gordon B. Davis, 1993) also emphasized that MIS is always related to computer-based information 
processing. MIS is a system that performs the function of providing all the information that affects the 
operations of all organizations.

The development of management information systems also needs to be implemented in educational 
institutions because it is a part of improving service quality, educational institutions are required to 
provide accurate information quickly as a form of effort to face global competition, so that later they can 
become competitive advantages. The need for technology in an educational institution is also caused 
by the demands of increasingly high and complex needs so that a change occurs. The development 
of management information systems needs to be applied to educational institutions based on the 
principle of increasing efficiency and quality of public services. One of the objectives of implementing a 
management information system in educational institutions is to support management function activities, 
namely planning, organizing, staffing, coaching, evaluating, coordinating, and budgeting to support the 
realization of the aims and objectives of the operational functions of educational organizations.

To improve the quality of service, the Faculty of Education, State University of Surabaya developed 
an educational service by utilizing a management information system to facilitate students in accessing 
all needs regarding correspondence including resignation letters, lecture transfer letters, lecture leave 
letters, thesis forms, and invitations, research permit, observation permit, library cover letter, the lecture 
statement letter, lecture certificate, online-based article upload letter. This service is called the Academic 
Service Information System, Faculty of Education, UNESA. 

The features that exist in the Academic Services of the Faculty of Education are as follows:

Survey activities conducted online on a matter to 
collect data in improving the quality of services at the 
Faculty of Education

The service provides students to report an incident or 
event that is not following applicable regulations or 
student expectations through an electronic system
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Information regarding the implementation of parenting 
activities carried out within the scope of the Faculty of 
Education

The services provide students to make the activities of 
the Student Creativity Program a success by facilitating 
students both in consultation activities for the selection 
of supervisors, the rules for writing Student Creativity 
Program (PKM), as well as other PKM activities 
through an electronic system.

Data or information about a matter within the Faculty 
of Education that is displayed through a diagram

An electronic map that can be used to locate the 
Faculty of Education

Counseling services provided for students to overcome 
student problems in academic and non-academic 
fields and counseling services to develop student 
competencies

All activities carried out by faculties, departments, 
majors, and student organizations within the scope of 
the Faculty of Education are carried out at the Faculty 
of Education level
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Information about accreditation obtained by faculties, 
departments, and majors within the Faculty of 
Education, along with their accreditation certificates.

Services are provided to the academic community 
of the Faculty of Education in carrying out research 
activities in the form of research program information, 
references that can be used, and information on 
research activities carried out by the academic 
community of the Faculty of Education.

Live broadcasts of activities at the Faculty of 
Education can be watched live by the general public

Information regarding collaborative activities that have 
been carried out by faculties, departments, and majors 
within the scope of the Faculty of Education

Information about the history of the establishment of 
faculties, departments, and majors within the Faculty 
of Education

Magazine containing information about events, 
achievements, and student papers of the Faculty of 
Education that can be accessed through the electronic 
system
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Television containing information about activities or 
activities carried out within the scope of the Faculty of 
Education

Proceedings are published after national and 
international seminars within the Faculty of Education 
that can be accessed via an electronic system

Information on environmental care activities or 
programs carried out by faculties, departments, majors, 
and student organizations

Forms that can be downloaded or filled out by students 
to meet the needs of students in carrying out activities 
within the scope of the Faculty of Education such as 
research forms, graduation forms, and so on.

METHODS
The purpose of a developed information system is to help humans work to run more effectively 

and efficiently. If the system can help humans to do their work more effectively, it means that the 
information system which has been developed is successful. One way that can be used to assess the 
level of success of an information system that has been developed is to use usability measurements. The 
usability level of an information system indicates whether the information system is accepted by the 
user or not. Information systems that have a high level of usability will make the information system 
much liked by users and can last a long time because it has a lot of regular users. And vice versa, if 
an information system has a low level of usability, even though it is developed according to the needs 
and uses a lot of resources, in the end, it will still be forgotten by the user. This study uses a usability 
measurement method by distributing questionnaires to several samples. The questionnaire used in this 
research is the USE Questionnaire. 

Usability means the usability value of something, which comes from the same basic word, namely 
usable which means useful well. Something can be said to be useful if it can provide benefits and 
satisfaction to users and can minimize failures in its use (Rubin and Chisnell, 2008). Joseph Dumas 
and Janice Redish (1999) mentioned that usability focuses more on how users can achieve their goals 
by learning and using the product developed and how satisfied they are with its use. Meanwhile, the 
notion of usability according to ISO 9241:11 (1998) is the extent to which the product can be used to 
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achieve the target set by a particular user, regarding aspects of effectiveness, efficiency, and satisfaction 
of certain users. User satisfaction is closely related to service quality (Dewi dan Sudiartha, 2018:4543).

Measuring usability means measuring effectiveness, efficiency, and user satisfaction. Usability 
measurement can be done through several stages, namely as follows:

The data obtained from usability measurements are divided into four, namely nominal, ordinal, 
interval, and ratio. Each data type requires different data analysis techniques. Interval and ratio data 
can use descriptive statistics, namely t-test, ANOVA, and correlation calculations. While nominal and 
ordinal data types can use descriptive statistical data analysis techniques including, mean, median, mode, 
range, etc. In this study, the type of data used is ordinal (ranking), namely with assessment criteria 1 to 
4, which will be calculated using descriptive statistics. 

One of the questionnaire packages that can be used to calculate usability is the USE Questionnaire. 
According to ISO, the USE Questionnaire includes 3 aspects of usability measurement, namely 
Usefulness (effectiveness), Ease of use (efficiency), and Satisfaction (satisfaction). Some studies mostly 
refer to these 3 aspects, although some of them also added other aspects, these 3 aspects are the easiest 
to observe and observe if you have to evaluate more than one product. The results of several studies also 
show a correlation and influence between Usefulness (effectiveness) and Ease of use (efficiency). If the 
aspect of Ease of use (efficiency) has increased, then the aspect of Usefulness (effectiveness) will also 
increase (Aelani, 2012).  

The form of the USE Questionnaire package used in this research is as follows: Usefulness 
(effectiveness), E-Services help me be more productive, E-Services help me more effectively, E – Very 
useful service, E-Service helps me more easily to complete my work, The use of E-Service is very 
efficient, E-Service according to what I need, E-Service delivers everything according to my expectations.

Ease of use (efficiency): E-Service is easy to use, E-Service is very simple to use, User E – Very 
friendly service, E – The service has several steps I have to take to get what I want., E – Very flexible 
service, Using E-Service does not require much effort, I can use E-Service without written instructions, I 
did not find any inconsistencies during the use of E-Service, Infrequent users and regular users will both 
like E-Service, I can fix mistakes quickly and easily, I can use E-Service well all the time. 

Satisfaction (Satisfaction): I am satisfied with the E-Service, I will recommend E-Service to my 
friends, E-Service is very pleasant to use, E–The service works the way I want it to, I feel I should use 
it (E-Service).

The questionnaire items were then made in the form of a four-point score using a Likert scale model, 
to measure the level of participants’ agreement regarding the statements. The measurement results are 
then processed using descriptive statistics and analyzed both for each aspect, as well as the correlation 
between all aspects. 
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RESULTS AND DISCUSSION

Results of Analysis 
The development of information systems aims to facilitate activities carried out by humans, 

including in the field of education. Information systems are developed in the field of education in 
addition to facilitating activities in the field of education as well as to improve the quality of services 
provided by an educational institution, as well as those carried out by the Faculty of Education. The 
Faculty of Education, UNESA developed an information system that can be expected to improve the 
quality of academic services at the  Faculty of Education, UNESA which was named E-UNESA Faculty 
of Education Services.

This study aims to measure the usability level of the E-Service Faculty of Education, UNESA using 
the USE Questionnaire. The USE Questionnaire is a questionnaire package that has three main aspects 
that must be investigated, namely usefulness, ease of use, and satisfaction. This questionnaire will later 
be given to 230 respondents randomly who are residents of the Faculty of Education, UNESA. 

This research is later expected to provide information related to the level of eligibility with the 
E-Service Faculty of Education, UNESA, so that it can help institutions to improve existing deficiencies 
and continue to develop the information system. 
Results of Usability Measurement

Usability measurement is done by calculating the percentage of answers from respondents using the 
formula proposed by Sugiyono, (2011), which is as follows: 

The calculated data will then be converted based on the eligibility category, as shown in Table 1.: 
Table 1: Table of Feasibility Category

Percentage (%) Classification
< 21 Not feasible

21 – 40 Less feasible
40 – 60 Fairly feasible
60 – 80 Feasible
80 – 100 Very feasible

The usability calculation in this study was carried out by calculating the percentage of answers from 
all respondents according to three aspects of the USE Questionnaire, namely usefulness, ease of use, and 
satisfaction. The results of the usability calculation in this study are presented in Table 2.
Table 2: Table of Usability Calculation Results

No Usability aspects Total Score of Respondents Total Score Number of feasibility (%)
1. Usefulness 5. 389 6. 440 83, 6
2. Ease of Use 8. 274 10. 120 81, 7
3. Satisfaction 3. 672 4. 600 79, 8

Total 17. 335 21. 160 81, 9
The results of the calculation from the usefulness aspect get a total score of 5. 389 from the 

respondents. If the total score obtained from the respondent is divided by the total maximum score 
of the usefulness aspect, which is 6. 440, and multiplied by 100 like the formula above, it will get a 
feasibility percentage of 83, 6%. 83, 6% in the table of eligibility categories included in the very feasible 
classification. Based on the results of the presentation, it can be concluded that the E-Service Faculty 
of Education UNESA is very useful for improving the quality of academic services of the Faculty of 
Education, UNESA. 
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The results of the calculation of the second aspect, namely ease of use, get a total score of 8. 274 
from respondents. If the total score obtained from the respondents is divided by the total maximum score 
of the ease of use aspect, which is 10. 120 and then multiplied by 100 as in the formula above, it will 
get the percentage of eligibility of 81.7%. The percentage (81.7%), in the table of eligibility category, is 
included in the very feasible classification. Based on the results of the presentation, it can be concluded 
that the E-Service Faculty of Education, UNESA is very easy to use. This also means that users of E – 
Faculty of Education Services do not find it difficult to use it. 

The results of the calculation of the last aspect, namely satisfaction, get a total score of 3,672 from 
respondents. If the total score obtained from the respondents is divided by the total maximum score of 
the satisfaction aspect, which is 4,600, and then multiplied by 100 as in the formula above, it will get 
the percentage of eligibility of 79.8%. The percentage of eligibility (79.8%) in the table of eligibility 
categories is included in the eligible classification. The results of research conducted by (Wati, Seta, 
and Isnainiyah, 2017), also showed that the satisfaction aspect has a significant effect on the usability 
of a product. Based on the results of the presentation, it can be concluded that the users of E-Service 
Faculty of Education UNESA are satisfied with the information system E-Service Faculty of Education, 
UNESA. 

The results of the calculation of all aspects as a whole obtained a score from the respondents of 17. 
335, and the maximum total score of all aspects of 21. 160. If the total score of the respondents is divided 
by the total maximum score of all aspects of usability, then multiplied by 100 will get the percentage by 
81.9%. The percentage of eligibility in the table of eligibility categories is included in the very feasible 
classification. Based on the results of these calculations, it can be concluded that the E-Service Faculty 
of Education, UNESA is very feasible to use. 

CONCLUSION 
Based on the calculation results of the three usability aspects, it can be concluded; (1) the usefulness 

aspect has a feasibility percentage of 83.6%; (2) the ease of use aspect gets a feasibility percentage of 
81, 7%; (3) the aspect of satisfaction gets a percentage of the feasibility of 79.8%; and (4) the results of 
the calculation of the overall usability aspect show the percentage value of the feasibility of 81, 9%. This 
proves that the E-Service Faculty of Education, UNESA obtains a very feasible percentage of feasibility, 
both based on each usability aspect, namely usefulness, ease of use, and satisfaction, also based on the 
results of calculations from all aspects. Therefore, it can be concluded that the E-Service Faculty of 
Education UNESA is very useful, easy to use or operate, and the users are satisfied with the E-Service 
Faculty of Education, UNESA. 

Every implementation of a product should have advantages and disadvantages. Likewise in the 
development of educational services based on this website, based on the calculation results, the 
satisfaction aspect is the only aspect that has not to achieve a very feasible classification. Therefore, 
for the authorities to develop the E-Services Information system of the Faculty of Education, UNESA, 
maybe in the future they can improve this information system even more so that later the satisfaction 
aspect can also achieve a very feasible classification, and the users will also feel more satisfied. 
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