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Speech From Head of Research and Community Service Center of
State Polytechnic of Jakarta
Sambutan Ketua Pusat Penelitian dan Pengabdian Kepada
Masyarakat (P3M) Politeknik Negeri Jakarta

Assalamualaikum Wr Wb

We pray to Allah SWT for all His grace and gift He has given to us all so that the
International Seminar on the Results of Researches and Community Services can
today be conducted.

This international annual seminar is aimed to provide a dissemitaion forum for the
results of researches and community services. This is expected to be a forum for
information exchanges, discussion involving many parties: scholars, practitioners,
and government. Interaction among different perspectives could become a medium
to create technology development and sustainability accurately applicable in
industry and society to enhance and support their autonomy in this modern era. For
this, P3M PNJ ASAIS 2012 invite scholars, practitioners and government to write
and present their papers under the following fields:

1. TECHNOLOGY

Computer and Information Technology, Telecommunication, Electrical and
Electronics, Energy Conversion, Mechanical Technology, Manufacture and
Production Process, Production Management, Machinery Maintenance, Heavy
Equipment and Automotive Technology, Civil Engineering, Building Structure,
Road and Bridge, Water Resource and Environment, Geotechnical, Engineering
Materials, Construction Management, Graphics Technology, Animation
Technology.

2. COMMERCE
Finance, Accountancy, Banking, Law, Business Administration, Event
Management, Communication, Publishing, e-commerce, e-government, e-
learning, e-promotion, Islamic Banking, Islamic Economics.

3. ENVIRONMENT

As the person in charge of this Seminar, we thank the Director of State Polytechnic
of Jakarta and all the management; resourcepersons, colleagues from colleges,
universities, polytechnics; researchers, and all invitees. And we also thank all
members of commitees who have worked hard and are full of spirit to make the
seminar happen.

Finally, we look forward to suggestions and critisism so that we can carry out the
next international seminar in 2013 better.

Wassalamualaikum Wr Wb

Jakarta, 6 November 2012
Head of P3M,
Politeknik Negeri Jakarta/State Polytechnic of Jakarta

Ir. Budi Damianto, M.Si
NIP. 19580108 198403 1 001
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Speech From Director of State Polytechnic of Jakarta
Sambutan Direktur Politeknik Negeri Jakarta

Assalamu’alaikum Wr Wb,

We pray to Allah SWT for all His grace and gift He has given to us all so that today
we can attend the International Seminar on the Results of Researches and
community Services under the theme of ”Creative industry based research and
community services to encourage community autonomy”, as a basis of knowledge
and research development in higher education, both national and international
which can be conducted by Research and Community Service Center in State
Polytechnic of Jakarta.

The purpose of conducting this seminar is to provide knowledge and concepts
exchange opportunity for multidiciplinary scientists to put forward their
perspectives in national and state problems under the three defined sciences. Beside
that, this forum can also be used to strengthen relationship of researchers from both
national and international institutions.

In this instance we would like to thank:

1. Prof. DR. Djoko Santoso, Dirjen Dikti

2. Associate Profesor, Kume Yusuke, Saga University
3. Presenters

4. All boards of committee who have made this happens

We hope that this academic activity can be conducted regularly and the spirit of the
research will always sustain and give valuable contribution to the welfare and the
development of the nation.

We thank you and hope you gain valuable benefits from the seminar.
Wassalamu’alaikum Wr Wb,

Jakarta, 6 November 2012

Director of state Polytechnic of Jakarta

Abdillah, SE, M.Si
NIP. 195903091989101001

I Proceeding of Annual South East Asian International Seminar (ASAIS) 2012



ISSN 2302-786X

BOARDS OF COMMITTEE
Director : Abdillah, SE, M.Si

Chiefs in charge : Fachruddin, ST, MT
: Ir. Budi Damianto, M.Si

Managing committee :  Putera Agung Maha Agung, Ph.D
Dr. A. Tossin Alamsyah, MT
Anis Rosyidah, SST, MT
Dra. Iis Mariam, M.Si
Ir. Anik Tjandra
Nurmalisna, SH
Dr. Ade Sukma, M.Si
Dr. Nurhasyim, M.Si
Dr. Dianta Mustofa Kamal, MT
Nining Latianingsih, MH
Gun Gun Ramdlan Gunadi, MT
Dewin Purnama, MT
Dra. Ina Sukaesih, M.Si
Heri Setyawan, SE, M.Si
Darna, SE, M.Si
Drs. Immanuel Pratomojati, M.Pd
Saeful Imam, ST
Trianis Chusanawati
Drs. Zaenal Arifin, SH
Mudji Siswanto, S.Sos
Sugiyanto, A.Md
Aminah, SE, MM
Dessy Ekawaty, SE
Gunam
Habib
Sugino
Agus Alamsyah
Syamsudin
Rafii

Secretariate Office Sekretariat
Pusat Penelitian dan Pengabdian kepada Masyarakat (P3M)
Gedung Q, Lantai 2,

Politeknik Negeri Jakarta, Kampus Baru UI Depok,

Tlp. 021 7270036 ext 236,
WWW.asais-pnj.net; semi.regional@gmail.com

Proceeding of Annual South East Asian International Seminar (ASAIS) 2012 iii



ISSN 2302-786X

TABLE OF CONTENTS

Hal.
PROCEEDING COVER
SPEECH FROM HEAD OF RESEARCH AND COMMUNITY i
SERVICE CENTER
SPEECH FROM DIRECTOR I
BOARDS OF COMMITTEE i
TABLE OF CONTENTS \Y,
TITLES OF TECHNOLOGY PAPER v
TITLES OF COMMERCE AND ENVIRONMENT PAPER X

iv. Proceeding of Annual South East Asian International Seminar (ASAIS) 2012



ISSN 2302-786X

Manis, Padang, West Sumatera

e-mail: albar bal@gmail.com;
mr.rahmat@gmail.com

COM-07

Information
Relatedness,
Information  Quality Toward
Users’ Satisfaction E-
Procurement PLN (Research On
Vendor Company ‘PLN’)

The Influence of
Technology

Siti Amerieska, Andi Asdani and
Atika Syuliswati

State Polythechnic of Malang

251

COM-08

The Influence of E-Procurement
Service  Quality to  The
Satisfaction of The Providers of
Goods/Services at Surabaya City
Government

Sulistiowati* Marya Mujayana®

'Program Studi/Jurusan Sistem
Informasi, STIKOM Surabaya,
e-mail: sulist@stikom.edu

’Program Studi/Jurusan
Komputerisasi Perkantoran dan
Kesekretariatan, STIKOM
Surabaya, e-mail:
ana@stikom.edu

259

COM-09

Map Prototype of Urbanization
in Relation to Health in The City
of Medan

Helman and Sri Handoyo'

'Researchers at BIG, Jl. Raya
Bogor Km.46, Cibinong 16911,
Indonesia

helmanhasan@yahoo.com and

yshandoyo@yahoo.com

265

COM-10

Analysis of The Implementation
of Green Accounting at PT Sinar
Sari Sejati (PMA) Bandung

Jaka Maulana, Dusa Sumartaya
Politeknik Praktisi Bandung

273

COM-11

The Factors That Influence
Attitude of Employers Towards
Hiring Person With Disablities
in Hotel Industry

Tshin Lip Vui

Politeknik
Malaysia

Kota Kinabalu,

279

COM-12

The Effect of Method of
Providing Duty and Interest
Learning on Learning Outcomes
Chemistry (Experimental Senior
High School Students Bogor)

Rohma Sri Astuti

Department of Mathematics and
Science Education University
Indraprasta PGRI (Unindra) JI.
Jackfruit 58 West Tanjung
Jagakarsa in South Jakarta

289

COM-13

Perception of The Youth in
“Kali Code” About Living
Together Values to Revitalize
Riverside

Abdul Rokhmat Sairah Z

Faculty of Philosophy, Gadjah
Mada University Jl.  Sosio
Humaniora No. 1

rahmat fi02@yahoo.co.id

299

Proceeding of Annual South East Asian International Seminar (ASAIS) 2012

Xi




ISSN 2302-786X

The Influence of e-Procurement Service Quality to the satisfaction of the
Providers of Goods/Services at Surabaya City Government

Sulistiowati” Marya Mujayana®
1) Program Studi/Jurusan Sistem Informasi, STIKOM Surabaya,
email: sulist@stikom.edu
2) Program Studi/Jurusan Komputerisasi Perkantoran dan Kesekretariatan,
STIKOM Surabaya, email: ana@stikom.edu

e-Procurement of goods/services applied by Surabaya City Government is a
system of procurement of goods/services which is conducted electronically, by
using communication and information technology facilities, and the application
system and service electronic procurement. At the moment, Surabaya City
Government needs to know if the procurement service system which is done is
capable to satisfy the providers of the goods and services of Surabaya City
Government. Therefore the purpose of this research is assessing the subject by
analyzing the influence of service quality to the satisfaction of the providers of
goods/services.

By giving 60 questionnaires to the respondents, in this case the providers of
goods/services, and by using multiple linear regression analysis, it is obtained
that any increases in the tangibles, assurance and empathy indicators of the
service quality can increase Customer Satisfaction the goods/services provider for
the Surabaya City Government.

Keywords: e-procurement, service quality, the satisfaction of the providers of

goods/services, multiple linear regression analysis

INTRODUCTION

Electronic Procurement of
goods/services (e-Procurement) aims to
improve transparency, leading to healthy
competition between businessmen.

The Surabaya City Government
surabaya tries to improve the quality of
service in the procurement of goods and
services. It is done by applying service
system for procurement of goods/services
electronically, by means of communication
and information technology facilities as
well as Web-based application electronic
procurement.

However, it is necessary for the
Government to identity the level of
satisfaction of the electronic procurement
that has been implemented. In this paper
we assesed the influence of the quality of

service providers e-procurement against
the satisfaction of goods and services.

THEORY

e-Procurement

According to the Keputusan Presiden
Nomor 80 tahun 2003 pasal 1 ayat 1 on
guidelines for the procurement of goods
and services. E-procurement that is an
electronic service that is a finance national
budget or state budget. According to
Peraturan Walikota Surabaya no 63 tahun
2010 pasal 1 ayat 74 on guidelines for
technical implementation of the direct
budget and purchase of goods and services,
e-procurement is electronic system that is
utilies to obtain goods and services by
means of information technology and
electronic transaction. Implementation of
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the e-Procurement is in accordance with
the provisions of legislations which
includes e- tendering and e-selection.

Service Quality
Parasuraman (1995) defined the service
quality interms of five dimensions, i.e.,
tangible, reliable, responsiveness,
assurance, empathy. The ilaburation of each
dimension is as follows:
1. Tangible
The appearance of which is the appearance
of physical facilities of the facilities,
equipment and personnel performance.
2. Reliable
The ability to provide the promised service
with reliable and accurate.
3. Responsiveness.
A willingness to help customers and
provide services that is quick and right
4. Assurance
A service that which convinces keputusan
mastery against science associated with skin
and propriety and cordiality.
5. Empathy
Transparency capable of being listening and
communicate well, and understand the
condition of users.

Customer Satisfaction

According to Supranto (2006)
customer satisfaction is defined as a
condition where desire, hope and the needs
of the customers have been fulfilled.

Relationship of Service Quality and
Customer Satisfaction

Sureshchandar et al, (2003)
indicates a strong positive relationship
between service quality and customer
satisfaction.

Regression Analysis Method

Method of regression (and correlation) is
the most popular method and is widely
used in the practice of business forecasting
(Lind, 2012). Regression analysis is a
statistical method used to identify the
characteristics and strength of association
or relationship between two or more
variables, i.e. one or more free variables
(the independent variables) and one

variable depending on (the dependent
variable).

Y = B0+ [31X1+ BzX2+ ...... + ann +e

Description:

Y :dependent variable

Bo : Intercept coefisien regresi

B1, B2, P3 - slope coefisien regresi
X1, X2, X3 independent variable
¢ : error of the regression equation

Conceptual Model Of Research
Research on Conceptual Model is shown
in Figure 1.

Tangibles
Reliability

Responsiveness Service
Quality

Customer
Satisfaction

Figure 1 Conceptual Model

Based on a conceptual model of the
research, the research  hypothesis,
developed as follows:

H1: Suspected of the quality of service
(service quality) has a positive
influence in against gratification
provider of goods and services to the
Surabaya City Government

METHODOLOGY
Samples and Population

In this research we retrieve data from
all supplier of goods and services which
has been registered in the city government
Surabaya. In overal, they are a accounted
for 60 companies.

Data Collection Techniques

In this study data was collected using
web-based questionnaire that is distributed
to the responden. The collection of data is
then processed and analyzed.
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Operational Definition Variable
Service Quality
According to parasuraman and
zeithaml (1995) the indicators of service
quality dimensions that have been adjusted
according to the e-Procurement as defined
as follows :
a. Tangibles (X1):
1. The display and the flow of the
program.
2. Availability space access online
3. Security
4. The appearance of employees on the
community development program

b. Reliability (X2) :

1. Information access speed in e-
procurement portal

2. The time between does reach
Circulars (periodic) with scheduled
auctions on e-Procurement.

3. The speed of the delivery of the
letter schedule auction (periodic/
annual).

4. The length of time
changes/cancellation of auction
before the auction announcement.

5. The reliability of application system
of e-procurement

c. Responsiveness (X3) :

1. Handling complaints quickly

2. The secretariat development
program help you to obtain data and
information an auction in e-
procurement.

3. The secretariat always respond to a
question or complaint of associates.

d. Assurance (X4) :

1. The truth or the suitability of the
data or information which is in the
auction e-Procurement.

2. Surabaya City Government always
keeping corporate’s data security
and supply entered into e-
Procurement.

3. The Government of the city of
Surabaya maintain confidentiality of
data offers softcopy.

4. The Government guarantees the
security of the data before the
auction is opened.

e. Empathy (X5) :

1. The e-Procurement Officers always
help associates.

2. Your relationship with the head of
development programs, and staff
development program 's fine.

3. So far, employees in the program
ready to handle complaints services
in e-procurement

4. If there are problems ranging from
upload document until claim auction
part helpdesk always ready to assist
partners.

5. Surabaya City Government has
always fully support the activities of
e-Procurement.

Customer Satisfaction

According to Supranto (2007), an
indicator of Customer Satisfaction as
follows :

1. You will reuse the services of
procurement of goods/services, city of
Surabaya.

2. You will give praise to the public
administration of Surabaya.

3. Alignment of expectations prior to
becoming partners and reality after
becoming partners, city of Surabaya.

ANALYSIS
Overview
The results in the data processing is
listed as :
1. Service Quality
a. Average value of Tangibles = 3,95
b. Average value of Reliability =3,87
c. Average value of Responsiveness
=3,84
d. Average value of Assurance =3,9
e. Average value of Empathy =3,7
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2. Average value of Customer Satisfaction
=3,83

Validity and Reliability Test

According to SPSS17 validity and
reliability test, it is obtained that all
indicators are valid and reliable.

Multiple Linier Regression Analysis
According to Lind (2012), several
prerequisites that must be met in the
regression analysis is the assumption of
normal, linear, assuming the absence of
multicollinearity or singularity and an
outlier.
In this study, it is observed that all the
assumptions are met. Hence, the analysis
can be extended to the Multiple Linear
regression analysis. The independent
variables that are used including Service
Quality (X1 Tangible, X2 Reliability, X3
Responsiveness, X4  Assurance, X5
Empathy) as well as the dependent variable
(YY) i.e., Customer Satisfaction.

Table 1 Model Test

ANOVA
SS [df[MS [ F [Sig.
1 |Reg.| 3,646 | 5 |,729]7,35],00
Res.| 2,576 | 26 |,099
Total| 6,222 |31

a Predictors: (Constant), X5, X3, X4, X2,
X1
b Dependent Variable: Y
Based on the testing model on a table
1, with a = 0.1 (Sig<0.1), it is obtained that
model is significant.

Table 2 Significant Test

Coefficients

Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1292 1823 ,355 725
Xt ,416 ,216 ,362 1,929 ,065
X 4,585E-02 ,229 ,037 ,200 ,843
X3 -,369 ,225 -,252 -1,639 113
X4 ,373 ,207 ,294 1,803 ,083
X5 467 211 359 2,216 ,036

a. Dependent Variable: Y
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Based on the significant test of all
independent  variabels, with  a=0.1
(Sig<0.1), its obtained that only X1
(Tangibles), X4 (Assurance), dan X5
(Empathy) are significant

CONCLUSION

Based on the results of hypothesis
testing produced the conclusion that any
increases in the tangibles, assurance and
empathy indicators of the service quality
can increase Customer Satisfaction the
goods/services provider for the Surabaya
City Government.
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