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Abstract

User satisfaction plays an important role in the development and
implementation system in every organization. Organization should be able
to indicate the factors could influence it. Satya Wacana Christian
University (SWCU) as an academic institution should evaluate the user
satisfaction on the academic system. Therefore, research about user
satisfaction is needed, which is focus on how participation and
understanding of the main users, students, on the system can interfere
their satisfaction. The research used survey method, which respondents
were asked about their participation, understanding and satisfaction. The
collected data were analyzed by regression analysis. The analysis and
results of the research showed that user participation and user
understanding had a relationship on user satisfaction. It meant that there
was direct impact of user participation and user understanding on user
satisfaction, but user understanding had more direct effect on their
satisfaction. Based on performance of each variable, students had no
satisfaction. Their participation and understanding on the system was
also quite low.

Keywords: User Satisfaction, User Participation, User Understanding

I. Introduction

Background
User satisfaction plays an important role in the development and implementa-

tion system in every organization. When there is user dissatisfaction on system, sys-
tem performance is determined to need the evaluation and improvement. In term of
information system success, user dissatisfaction exhibits the result of development
system is likely far from a success.

SIASAT is run web-based. From user’s point of view, Internet became a
new interesting thing in the beginning of implementation in 1997. The usage of the
system was not familiar, whereas it demands the degree of learning on system usage.
Therefore, there is a problem of user interface. It rises because of user is lack of
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knowledge on computer and Internet. In other words, there is a lowness of user
understanding on the system. The condition generates a difficulty in system usage.
Meanwhile, user as a main player in the system was not involved in the development
system, whereas user requirement can be an adjustment in the system. It interferes
user expectation about the system. The lowness of user involvement inspires the
lack of information for user before its implementation. Besides that, user has a little
fortune to participate in the development system. As a consequence, those points
become a critical factor on system acceptance. The system meets restraining forces
that the system will not run effectively. Of course, it may find user dissatisfaction
finally.

In order to identify how SIASAT performance is, research about user satis-
faction is needed, which is focus on how participation and understanding of the main
user, students, on the system can interfere their satisfaction. The research will use
survey method, which can help SWCU to understand what factors should be im-
proved, thus it can increase user satisfaction, and finally become an important role
of SIASAT performance.

The research problems
1. Is there any impact of user participation on user satisfaction?
2. Is there any impact of user understanding on user satisfaction?
3. Is there any impact of user participation and user understanding on user

satisfaction?
The supporting factors in user satisfaction are content, accuracy, formatting, ease of
use and timeliness of the system.

II. Literature Review

User Satisfaction
In general, satisfaction is a person’s feelings of pleasure or disappointment

resulting from comparing a product’s perceived performance (or outcome) in rela-
tion to his or her expectations [1]. By frame of IS reference, user satisfaction refers
to recipient response to the use of the output of an IS [2]. User satisfaction is gen-
erally considered to result from comparison of user expectations (or needs) of the
IS with the perceived performance (or capability) of the IS on a number of different
facet of the IS. This is considered to be holistic approach to systems effectiveness
as it addresses the whole IS function rather than individual systems. More specifi-
cally, overall attitude to the IS function can be considered to be influenced by the
size and direction of the discrepancies (or gaps) between expectations and perfor-
mance. A variant to the above approach is to use the correlation between expecta-
tions and performance scores as a measure of ‘fit’. Some studies propose concep-
tual models to explain user satisfaction, thereby adding credence to the instruments
developed from them. These models have their roots in the theory of organizational
and consumer behavior. This is easy to comprehend if one accepts that the IS func-
tion impacts on the whole organization and is aimed at satisfying the user (i.e. cus-
tomer) who can be both internal as well as external to the organization.

Impact Of User Participation and Understanding (Haryani)
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Dissatisfaction is caused by a failure of instrumental performance, while com-
plete satisfaction also requires the symbolic functions to perform at or above the
expected levels. By understanding on user (consumer) dissatisfaction, company should
strive to minimize dissatisfaction and to effectively resolve dissatisfaction when it
occurs [3]

Focusing on end-users who directly interact with application software, Doll
and Torkzadeh [4] developed a 12-item user satisfaction instrument by contrasting
traditional data processing environment and end-user computing environment, which
comprised of 5 components: content, accuracy, format, ease of use and timeliness.

User Participation
Participation is defined as “person’s perceived relevance of the object based

on their inherent needs, values, and interests.” The word object is used in the ge-
neric sense and refers to a product, an advertisement, a purchase situation, or a
using product. Consumers can find participation in all these objects. Because par-
ticipation is a motivational construct, it can be triggered by one or more of the
different antecedents. The antecedents are something about the person, something
about the object, and something about the situation [5].

Participation can be viewed as the motivation to process information. To the
degree that there is a perceived linkage between a consumer’s needs, goals, or
values and product knowledge, the consumer will be motivated to pay attention to
product information. When relevant knowledge is activated in memory, a motiva-
tional state is created that drives behavior like shopping or using the product [5].

The nature and level of user participation in design vary from system to sys-
tem. There is less need for user involvement in systems with simple or straightfor-
ward requirements than in those with requirements that are elaborate, complex, or
vaguely defined. Transaction processing or operational control systems have tradi-
tionally required less user involvement than strategic planning, information reporting,
and decision-support systems. Less structured systems need more user satisfaction
to define requirements and may necessitate many versions of design before specifi-
cations can be finalized. Different levels of user participation in design are reflected
in different systems development [6].

User participation throughout the development system is another key to adop-
tion. The more the users participate, the more they will feel ownership when the day
comes to start running the system live. Many IS departments now tend to involve
users in the early stages, when analyzing requirements and designing the user inter-
face. Later, they consider that users cannot contribute anything during the technical
design and programming phases and do not involve them again until the system test,
or worse, the acceptance test. This approach is to be rejected; the participation
must be permanent. Permanent participation can be achieved in two different ways.
One of the most popular today is the combination of prototyping and iterative de-
velopment. If the user interface design phase is interspersed with delivery of opera-
tional systems components, the users continue to feel permanently involved. In ad-
dition, their training is gradual enough that they do not feel the shock effect of a more
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massive change. In other words, user participation in system is critical [7]
User Understanding

Information system can be used to make specialized knowledge, previously
accessible to only a few individuals, accessible to all persons involved in a process
[7], while knowledge is the awareness and understanding of a set of information and
how that information can be put to the best use [8].

Knowledge is a real output of understanding of information system. In the
development and implementation system context we need just more than knowl-
edge of information, we also need to know knowledge broadly, such as knowledge
about information system procedures, benefits for users, limitation of information
system, possible disruption of information system and how users response the situ-
ation.

Learning is a relatively permanent change in behavior caused by experience.
The learner need not have the experience directly; they can also learn by observing
events that affect others. We learn even when we are not trying. Learning is an
ongoing process. Our knowledge about something is being revised constantly as we
are exposed to new stimuli and receives ongoing feedback that allows us to modify
our behavior when we find ourselves in similar situations at a later time [5].

Learning also influences individual behavior and performance through three
elements. First, people acquire skills and knowledge through learning opportunities,
which gives them the competencies to perform tasks more effectively. Second, learning
clarifies role perceptions. Users develop a better understanding of their tasks and
relative importance of work activities. Third, learning motivates users. Users are
more motivated to perform certain tasks because they learn that their effort will
result in desired performance [9].

User understanding about the system will increase user acceptance of the
system. Since system acceptance run well, development and implementation system
has a guarantee to be done. Working in design of increasing user understanding and
acceptance of the system can reduce problems caused by power transfers, inter-
group conflict, and unfamiliarity with new system functions and procedures and in
other side know-how of the system can be definitely reached [6].

Previous Research
Chandrarin & Indriantoro [10]; Restuningdiah & Indriantoro [11]; and

McKeen [12] had researched about user participation and user satisfaction. Their
researches indicated that user participation has a direct affect on user satisfaction
during information system development.

Gerlach and Kuo [13] and McKeen et al [14], explained that user under-
standing would influence the system success. Understanding on system can affect
user performance. Users ensure that their performance align with the company goal,
they will be satisfied.

Baroudi et al. [15] adopted the instrument by Bailey and Pearson [16] and
examined causal relations of user participation on system usage and information
satisfaction. They concluded that user participation in the development of informa-
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tion systems enhances both system usage and user’s satisfaction with the system.
Endang and Titin [17] had researched about students’ satisfaction on SIASAT.

They explained students’ satisfaction by importance-performance analysis. Satis-
faction had measured by standardization, understandability and timeliness. The im-
portance-performance of the three variables had tested by T-test for testing differ-
ence means. They concluded that there was gap between students’ expectation
(importance) and students’ satisfaction (performance). The students were dissatis-
faction on SIASAT. The research had limitations; among others were the sample of
research, the variables of research, the timing of research and lack of discussion of
the behavioral points for users’ satisfaction.

Hypotheses of the Research
1. There is direct impact of user participation on user satisfaction
2. There is direct impact of user understanding on user satisfaction
3. There is direct impact of user participation and user understanding on user

satisfaction
The supporting factors in user satisfaction are content, accuracy, format, ease

of use and timeliness of the system.

III. Research Methodology

Research Variables
In this research, there are independent and dependent variables. The inde-

pendent variables are user participation and user understanding. The dependent
variable is user satisfaction.

Research Design

Figure 1  Research Design

Data Collection Method
Questionnaire will be spread to SWCU’s students on May, 2006. Since the

respondents were located in Indonesia, the language of questionnaire will use Bahasa
Indonesia. The questions were grouped into several sections. Most of expected
answers were under Likert scale between 1 to 5 scales. The scale 1 will represent
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very disagree, 2 for disagree, 3 for neutral, 4 for agree and 5 for agree very much.
Sampling

Formulation below be used for sampling (Supramono & Utami [18]: n = N /
(N d2 + 1). In this research, student sampling will be done on the nine groups of
faculties in SWCU of 5% precision. Student sampling consists of 8 groups of 8
faculties and the one remaining group of the remaining faculties. Those faculties are
be measured by the number of population. By the beginning of academic year of
2005, student population in SWCU is 11.257 students of 14 faculties. By using the
formulation, the sample is representative of 387 students. Thus, number of student
sample is divided into each proportion of faculties.

Data Analysis Method

Validity and Reliability Testing
Validity and reliability analysis would be used for item analysis of question-

naire. Questionnaire of the survey needs the validity and reliability testing [14]. Va-
lidity ensures the ability of a scale to measure the intended concept. Validity suggests
truthfulness and refers to the match between a construct or the way a researcher
conceptualizes the idea in a conceptual definition and a measure. It refers to how
well an idea about reality “fits” with the actual reality. In analyzing this research data,
construct validity is used. When we use SPSS software, we can measure it by
Corrected Item – Total Correlation. Since questions correlation is positive and
greater or equal 0.3, there is correlation among questions [19]. It means all of the
questions can measure the same aspect. Finally, we conclude the questions are
valid.

The reliability of a measure indicates the stability and consistency with which
the instrument measures the concept and helps to assess the ‘goodness’ of a mea-
sure. In analyzing this research data, consistency of measures is used. When we use
SPSS software, we can measure it by the Cronbach’s coefficient alpha. The consis-
tency of measures is indicative of the homogeneity of the items in the measure that
tap the construct. This can be seen by examining whether the items and the subsets
of the items in the measuring instrument are highly correlated. The higher the coeffi-
cient, the better the measuring instrument. Since questions correlation is positive and
greater or equal 0.7 [20], we conclude that there is consistency among questions,
so that we can say variable is reliable.

Hypotheses of Testing
In doing regression analysis, F-test would be used to test the hypotheses. In

simple linear regression, we have 1 degree of freedom because there is one inde-
pendent X variable in the regression. The total degrees of freedom are n – 1 be-
cause here we only consider the mean of Y, to which 1 degree of freedom is lost
[21]. Since the computed F value (F ratio) is greater than a critical point of F distri-
bution (the computed value is far in the rejection region) and the value of significance
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is less than the level of significance (p-value is small), we are able to reject the null
hypothesis.

In the multiple, since the computed F value (F ratio) is greater than a critical
point of F distribution (the computed value is far in the rejection region) and the
value of significance is less than the level of significance (p-value is small), we are
able to reject the null hypothesis that the slope parameters are not both zero.

Hypotheses of Statistical
Hypothesis 1 is to answer problem number one:

Statistical hypotheses are:
H0: 1 = 0
H1: 1  0

Where: b1 is the regression slope of Student Participation

Hypothesis 2 is to answer problem number two:

H0: 2 = 0
H1: 2  0

Where: b2 is the regression slope of Student Understanding

Hypothesis 3 is to answer problem number three:

Statistical hypotheses are:

H0 : 1 = 2 = 0
H1 : Not all the 1 , 2  are zero

IV. Results and Analisys

Student Profile
Table 1 showed that students by gender of the research were 58.88% of

female and 42.12% of male. A large part of respondents were female, but the varia-
tion was small enough between male and female.
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Table 1  Student by Gender

Source: Primary data. May 2006

Table 2  Student by Year of Entrance

    

Source: Primary data. May 2006

Table 2 showed that students in this research were 10.85% of 2005 students,
44.44% of 2004 students, 35.14% of 2003 students and 9.56% of 2002 and year
before students. A large part of respondents studied more than 2 years in SWCU,
but respondents were variety in year of entrance. The greater than 2 years studying
in SWCU indicated that partly respondents been familiar with registration proce-
dure in SWCU.

Table 3  Student by Faculty

Source: Primary data. May 2006

Table 3 showed that students in this research were variety. In order to pro-
portionate the population, each numbers of samples would represent each popula-
tion of each faculty. A large part of respondents were Economic Faculty of 28.68%,
it happened since Economic Faculty had the largest population in SWCU.

Table 4 showed that students computer literacy of this research were 20.41%
of less than 2 years, 48.32% of 2-5 years and 31.27% of greater than 5 years. A
large part of respondents had much experience in computer and Internet more than
2 years. The good condition became knowledge to learn SIASAT well.

Impact Of User Participation and Understanding (Haryani)
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Table 4  Student by Computer Literacy

     

Source: Primer data. May 2006

Data Analysis

Validity and Reliability Testing
Based on SPSS output of Table 5 – 7, each item showed that Corrected

item-total correlation or r > 0.3 and Cronbach’s coefficient alpha or r Alpha > 0.7.
It indicated that each variable was a reliable variable since all items were consis-
tent and all questions were valid to use.

Table 5 Validity and Reliability Testing of User Participation Variable

Source: SPSS Output, January 2007

Table 6 Validity and Reliability Testing of User Understanding Variable

Source: SPSS Output, January 2007
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Table 7 Validity and Reliability Testing of User Satisfaction Variable

Source: SPSS Output, January 2007

Hypothesis 1
Hypothesis testing of direct effect of user participation on user satisfaction

used regression testing with two-tailed model of a 5% significance level. The null
hypothesis specified that there is no linear relationship, which means that the slope
was 0. The null hypothesis will be rejected if the F ratio is far from the critical point
of F distribution

Based on SPSS output, it showed that R = 0.716, which was large and
positive (closer to +1). We could say that the two variables were highly correlated
in a positive way. The R2 in the survey result was 0.513. The interpretation was that
over 51.3% of the variation in user satisfaction could be explained by user partici-
pation.

The ANOVA result was given to carry out the test for the existence of a linear
relationship between user participation and user satisfaction. We compared the com-
puted F ratio of 405.386 with a critical point of the F distribution with 1 degree of
freedom for the numerator and 385 degrees of freedom for the denominator. Using
a = 0.05, the critical point was found to be 3.86 (The exact number of degrees of
freedom needed did not appear in F distribution table, so we used the nearest en-
try). Clearly, the computed value was far in the rejection region, and the p-value
was smaller than 0.05. It meant that the null hypothesis was rejected or the alterna-
tive hypothesis was accepted. It could be concluded that, based on the survey
results, there was an evidence of a linear relationship between the two variables.

Linear relationship between user participation and user understanding on user
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satisfaction was showed by the equation below:

Y = 0.890 + 0.645 X1

The straight line described the general movement in the data, where an in-
crease in user satisfaction was resulted from an increase in user participation. The
slope coefficient b1 is 0.645, which meant that each addition on user participation
would increase the user satisfaction by an average of 0.645. The intercept is b0 =
0.890. Technically, the intercept was the point at which the regression line and the y-
axis intersected. This meant that when there was no user participation, user satisfac-
tion was 0.890.

Hypothesis 2
Hypothesis testing of direct effect of User Understanding on User Satisfac-

tion used regression testing with two-tailed model of a 5% significance level. The
null hypothesis specified that there is no linear relationship, which means that the
slope was 0. The null hypothesis will be rejected if the F ratio is far from the critical
point of F distribution.

The test of b2 addressed only the question of whether there was enough evi-
dence to infer that linear relationship exists. It was also useful to measure the strength
of that linear relationship. The statistic that performed this function was the coeffi-
cient of determination, which was denoted R2.

The sample correlation coefficient for descriptive purposes was used as a
point estimator of the population correlation coefficient. Based on SPSS output, it
showed that R = 0.720, which was large and positive (closer to +1). We could say
that the two variables were highly correlated in a positive way. In regression analy-
sis, the square of the sample correlation coefficient, or R2, had a special meaning
and importance. The R2 in the survey result was 0.519. The interpretation was that
over 51.9% of the variation in user satisfaction could be explained by user under-
standing.

To carry out the test for the existence of a linear relationship between user
understanding and user satisfaction, the ANOVA result was used. We compared
the computed F ratio of 415.170 with a critical point of the F distribution with 1
degree of freedom for the numerator and 385 degrees of freedom for the denomi-
nator. Using a = 0.05, the critical point was found to be 3.86 (The exact number of
degrees of freedom needed did not appear in F distribution table, so we used the
nearest entry). Clearly, the computed value was far in the rejection region, and the
p-value was smaller than 0.05. It meant that the null hypothesis was rejected or the
alternative hypothesis was accepted. It could be concluded that, based on the sur-
vey results, there was an evidence of a linear relationship between the two variables.

Linear relationship between user participation and user understanding on user
satisfaction was showed by the equation below:

Y = 0.542 + 0.870 X2
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The straight line described the general movement in the data, where an in-
crease in user satisfaction was resulted from an increase in user understanding. The
slope coefficient b2 is 0.870, which meant that each addition on user understanding
would increase the user satisfaction by an average of 0.870. The intercept is b0 =
0.542. Technically, the intercept was the point at which the regression line and the y-
axis intersected. This meant that when there was no user understanding, user satis-
faction was 0.542.

Hypothesis 3
The last hypothesis tested the linear relationship of User Participation and

User Understanding on User Satisfaction. Hypothesis testing used the multiple re-
gressions with two-tailed model of a 5% significance level. The null hypothesis will
be rejected if the F ratio was far from the critical point of F distribution.

The sample correlation coefficient for descriptive purposes was used as a
point estimator of the population correlation coefficient. Based on SPSS output, it
showed that R = 0.780, which was large and positive (closer to +1). We could say
that the two variables were highly correlated on User Satisfaction in a positive way.
In regression analysis, the square of the sample correlation coefficient, or R2, had a
special meaning and importance. The R2 in the survey result was 0.608. The inter-
pretation was that User Participation and User Understanding could explain over
60.8% of the variation in User Satisfaction.

To carry out the test for the existence of a linear relationship between the two
variables and user satisfaction, the ANOVA result was also used. We compared the
computed F ratio of 298.331 with a critical point of the F distribution with 2 degree
of freedom for the numerator and 384 degrees of freedom for the denominator.
Using a = 0.05, the critical point was found to be 3.02 (The exact number of de-
grees of freedom needed did not appear in F distribution table, so we used the
nearest entry). Clearly, the computed value was far in the rejection region, and the
p-value was smaller than 0.05. It meant that the null hypothesis was rejected or the
alternative hypothesis was accepted. It could be concluding that, based on the sur-
vey results; there was an evidence of a linear relationship of the variables on User
Satisfaction.

Linear relationship between user participation and user understanding on user
satisfaction was showed by the equation below:

Y = 0.397 + 0.375X1 + 0.520 X2

The straight line described the general movement in the data, where an in-
crease in user satisfaction was resulted from an increase in user participation and
user understanding. The slope coefficient b1 is 0.375, which meant that each addi-
tion on user participation would increase the user satisfaction by an average of 0.375.
The slope coefficient b2 is 0.520, which meant that each addition on user under-
standing would increase the user satisfaction by an average of 0.520. The intercept
is b0 = 0.397. Technically, the intercept was the point at which the regression line
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and the y-axis intersected. This meant that when there was no user participation and
user understanding, user satisfaction was 0.397.

Table 8  Hypotheses Summary

Result of Level Participation, Understanding and Satisfaction
Students had average result of 2.46. It indicated that students’ participa-

tion was low. By item performance, they did not have any enough chance either to
contribute in development system and system usage. But their contribution in order
to improving the system, development system and also their involvement in discus-
sion forum were still relatively low.

Students had average result of 2.22. It indicated that students’ understand-
ing was also low. By item performance, they also had a little chance of socialization
about the system. Accordingly, they also had poor system knowledge, thus it re-
sulted in a poor of system understanding.

Students had average result of 2.48. It indicated that students’ satisfaction
was also quite low. By average result of each sub variable, their satisfaction of
Content was 2.54, Accuracy of 2.71, Format of 2.19, Ease of Use of 2.25 and
Timeliness of 2.70. By the all sub variables, they were more satisfied on system
accuracy and timeliness than the others.

Regression Result
User Participation had linear relationship on User Satisfaction. The data of

students’ participation showed a wide range of participation.
User Understanding had also linear relationship on User Satisfaction. The

data of students’ understanding showed a short range of understanding.
User Participation and User Understanding had linear relationship on User

Satisfaction. The data of students’ participation and understanding showed a wide
range of participation and understanding. This allowed a better way to explain user
satisfaction.

V. CONCLUSIONS AND RECOMMENDATIONS

Conclusions
Student participation and understanding had a direct impact on student sat-

isfaction. Student understanding had more direct impact on their satisfaction than
that of student participation. But level of student participation was low because they
did not have any enough opportunity from SWCU and lowness motivation from
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themselves to give inputs on the development system, so that their participation and
contribution were also relatively low. Level of student understanding was also low,
because they had a little chance of socialization about the system from SWCU.
They were also trained once at the first coming in SWCU, which was not quite
enough to learn about SIASAT. Finally, student satisfaction was low. They were
dissatisfied on the all instruments, especially SIASAT content, format and ease of
use

Recommendations
SWCU should make an evaluation on SIASAT periodically, especially on its

content, accuracy, timeliness, formatting and ease of use, and also to find out the
causing factors of lowness performance of those instruments, thus making improve-
ment plan faster, because there was lack of user satisfaction on those instruments.
Besides that, it is important to give more attention on user participation and under-
standing, because it had a direct impact on user satisfaction. SWCU should realize
efforts to user understanding improvement by learning media and to realize efforts to
user participation improvement by participative media.
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