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ARTICLE INFO ABSTRACT

Nu-Jek is one of the rapidly growing e-commerce in the online
buying and selling market. One of the mobile-based Marketplaces
officially entered Indonesia in 2019. Nu-Jek has quite complete
features, it can even book buses and hotel reservations. However,
there are reports of problems with the missing chat feature, which
can affect the quality of interaction. Then about the redesign of the
UX and chat features for Nujek noted several usability issues on the
main page of the application and the booking section. The study
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INTRODUCTION

The development of information and communication technology has significantly changed the
landscape of transportation and on-demand services in Indonesia. The presence of online motorcycle
taxi platforms such as Nusantara Ojek (NUJEK) provides alternative mobility and easy access to
various services for the community. As a technology company, NUJEK's success is highly dependent
on the quality of its digital platform, especially the website and mobile application, as the main point
of interaction with users and service providers. Website as one of the digital representations of the
company plays a crucial role in providing information, building trust, and facilitating initial
interactions with potential users and partners [1]. Good website quality, in terms of usability,
information quality, and service interaction quality, is a determining factor in attracting and retaining
users amidst the tight competition in this industry [2].

Website quality evaluation is important to identify areas for improvement to increase user
satisfaction, operational efficiency, and platform competitiveness [3]. One common method used to
evaluate website quality from the end-user perspective is the WebQual (Web Quality) model [4]. This
model measures user perceptions of three main dimensions of website quality: usability, information
quality, and service interaction quality [5]. Based on previous information searches, there are several
indications of potential issues related to the quality of the NUJEK digital platform. User reviews noted
issues with the in-app chat feature, which could impact the quality of service interactions [6].
Additionally, a study of the redesign of the user interface (UX) and chat feature on the NUJEK app
identified several usability issues on the homepage and booking process. This information indicates
room for improvement in terms of ease of use and platform functionality.

Furthermore, although NUJEK offers various services integrated in one platform, the quality of
information related to these services, the availability of accurate and relevant information, and the
ease of users in accessing the information through the website are important aspects to evaluate. The
quality of service interactions, including website responsiveness, ease of navigation, and user support,
also contribute significantly to the overall user experience [7]. Therefore, an in-depth evaluation of the
quality of the NUJEK website using the WebQual model is relevant to understand user perceptions of
usability, information quality, and quality of service interactions offered. The results of this evaluation
are expected to provide valuable insights for NUJEK in identifying the strengths and weaknesses of
their website, as well as formulating targeted improvement strategies to increase user satisfaction,
strengthen brand image, and win the competition in the dynamic online motorcycle taxi and on-
demand service market.

Nusantara Ojek (NUJEK) is a technology company that develops an application platform for
transportation services and various other on-demand services. Although often associated with
Nahdlatul Ulama (NU) because it was initiated by four NU members, NU-JEK formally operates as PT
Tekno Karya Nusa. It is important to emphasize that NU-JEK itself is not a transportation or courier
company. They provide the application as a means to connect users with independent service
providers (drivers and other service providers). Several user reviews indicate that the NU-JEK
application has quite complete features, even being able to book buses and hotel reservations.
However, there have been reports of problems with the missing chat feature, which can affect the
quality of interactions [8]. A study on the UX redesign and chat feature for Nujek noted several
usability issues on the application's homepage and booking section [9]. The study also proposed a new
design to fix these issues. A news article from 2018 stated that NU-JEK was launched with superior
features that were not available in other online motorcycle taxi applications. However, there are also
Nu-Jek user experiences that give a positive impression, such as in terms of usability or usability, the
Nu-Jek website is easy to use, you can buy goods easily, free shipping costs, and there are attractive
discounts offered by Nu-Jek. However, there are also Nu-Jek user experiences that give a positive
impression, such as in terms of usability or usability, the Shopee application is easy to use, you can buy
goods easily, free shipping costs, and there are attractive discounts offered by Nu-Jek.
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Because of the importance of the role of the Nu-Jek website system for user satisfaction, an
analysis is needed to determine the level of quality of the Nu-Jek website from the perspective of
website users. This study was conducted to analyze the quality of the website using the Webqual 4.0
method and its effect on user satisfaction both partially and simultaneously with Nu-Jek as the object
of research. Data collection by distributing questionnaires to users who have transacted at Nu-Jek, the
total respondents were 300 respondents. The data processing process used SPSS 25 for windows.
Based on this, the author is interested in analyzing the quality of the website using the Webqual 4.0
method and its effect on Nu-Jek user satisfaction.

METHOD

1. Data Collecting

The research method used by the author is Literature Study and Questionnaire. The
questionnaire was distributed to Nu-Jek users who had used or transacted at least once, using a Likert
scale.
2. Framework Model

In the framework of thought that was built, this study uses a previously popular model, namely
the WebSqual model.

Information

Quality (X2)

User
Satisfaction (Y)

Service
Interaction (X3)

H4

Figure 1. Webqual framework model

Researchers use the Webqual 4.0 method to assess the quality of Nu-Jek's website services [10].
The latest version is Webqual 4.0 which uses three measurement categories with 22 statements. The
three categories are usability, information quality and service interaction. The usability category is
based on a study of the relationship between humans and computers and a study of website usability,
including ease of navigation, design suitability and the image presented to users [11]. The information
quality category is studied based on a general study of information systems. This category relates to
the quality of website content, namely the appropriateness of information for user purposes, for
example regarding the accuracy, format and relevance of the information presented [12]. The service
interaction category relates to the service interaction felt by users when deeply involved with the
website. Webqual 4.0 statement indicators.
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Table 1. Data questionnaire instrument models and concepts

Characteristic Question
Usability Easy to operate the website
The interaction between the website and the user is clear and easy to
understand

Feels easy to navigate the website

The website is easy to use

The appearance of the website is attractive

The design is in accordance with the type of website
The website contains competence

The website creates a positive experience

Information Quality The website provides accurate information
The website provides reliable information
The website provides up-to-date information
The website provides relevant information
The website provides easy-to-understand information
The website provides sufficiently detailed information
The website provides information in a suitable format
Service Interaction The website has a good reputation
Users feel safe in making transactions
Feel safe with users' personal data
The website provides space for personalization
Conveys a sense of community or socializing
The website makes it easy to communicate with the organization
Users are confident that goods / services will be delivered as
promised

3. Data Analysis

Quantitative descriptive is used by the author to show the reality or conditions that occur. The
data is analyzed using statistical methods, namely multiple regression, so that a conclusion can be
drawn. The data analysis tested is as follows:
a. Validity Testing

The statement in the questionnaire in the validity test is said to be valid if the calculated r > r
table at a significance value of 0.05 or 5%. Conversely, the statement in the questionnaire in the
validity test is said to be invalid if the calculated r < r table at a significance value of 0.05 or 5%.
b. Reability Testing

The questionnaire is said to be reliable if the Cronbach's Alpha value is greater than 0.6. The
reliability test criteria with the alpha formula are if r count > r table, then the measuring instrument is
reliable and vice versa, if r count < r table then the measuring instrument is not reliable. The
interpretation criteria regarding the r11 index are as follows:

Table 2. Interpretation criteria regarding the r11 index

Coefisien Reliability (r11) Criteria
0,80 <r11<1,00 Very strong
0,60 <r11<0,80 Strong
0,40 <r11 0,60 Enough
0,20 <r11<0,40 Low
0,00 <r11 0,20 Very Low
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c. Classical Assumption Test

The classical assumption test is used to test whether the regression line equation obtained is
linear and can be used to perform the equation, so the classical assumption test must be carried out.
d. Multiple Linear Regression Analysis

Analysis is carried out on one dependent variable and two or more independent variables. The
following is the multiple linear regression formula (1):

Yy =a+pBiX; + BXo + B3 X3 + e (1)

Description :
Y = Dependent Variable (Response)
a = Constant
b = Slope or Coefficient estimate
X = Independent Variable (Predictor)Uji Hipotesis

According to research on hypothesis testing, decisions made contain uncertainty, meaning that
decisions can be right or wrong, thus creating risks. In multiple linear regression testing there are two
types of hypothesis testing, namely the F Test (simultaneous test) and the T Test (partial test).

1) Partial Test (T)

An independent variable is said to have a significant influence on the dependent variable if
the significance probability value < 0.05 or the tcount value > ttable and vice versa if the
significance probability value > 0.05 or the tcount value < ttable then an independent variable is
said to not have a significant influence on the dependent variable.

2) Simultaneous Test (F)

F test criteria if the Fcount value > Ftable or sig. value < 0.05 then the hypothesis is accepted

and vice versa if Fcount < Ftable or sig. value > 0.05 then the hypothesis is rejected.

RESULT

1. Validity Test

Validity ensures that the questions in the questionnaire truly reflect the concept or variable you
want to study. For example, if you want to measure stress levels, your questions should focus on
relevant indicators of stress, not on something else like happiness or job satisfaction (unless that is
part of your research) [13]. Research that uses valid instruments has a higher potential for
generalizability of results. This means that your research results are more likely to apply to a wider
population because you are confident that you are measuring the same conceptin all respondents [14].
Valid data contributes to the development of accurate theories and the implementation of effective
practices. If research in psychology, for example, uses a valid questionnaire to measure a psychological
construct, the results of the study can be more reliable for developing interventions or better
understanding the construct.

Before conducting the analysis, a validity test was first conducted on the question components
to confirm their use in data acquisition later. The following table 3 explains the results of the validity
test obtained:

Table 3. Results of validity tests on questionnaire questions.

No P-Value R Score R Table Result
1. P1 0,676 0,113 Valid
2. P2 0,668 0,113 Valid
3. P3 0,725 0,113 Valid
4, P4 0,720 0,113 Valid
5. P5 0,658 0,113 Valid
6. P6 0,611 0,113 Valid
7. P7 0,657 0,113 Valid
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8. P8 0,609 0,113 Valid
No P-Value R Score R Table Result
1. P1 0,696 0,113 Valid
2. P2 0,704 0,113 Valid
3. P3 0,668 0,113 Valid
4., P4 0,742 0,113 Valid
5. P5 0,724 0,113 Valid
6. P6 0,757 0,113 Valid
7. P7 0,755 0,113 Valid
No P-Value R Score R Table Result
1. P1 0,631 0,113 Valid
2. P2 0,725 0,113 Valid
3. P3 0,754 0,113 Valid
4., P4 0,741 0,113 Valid
5. P5 0,767 0,113 Valid
6. P6 0,740 0,113 Valid
7. P7 0,627 0,113 Valid
No P-Value R Score R Table Result
1. P1 0,774 0,113 Valid
2. P2 0,810 0,113 Valid
3. P3 0,831 0,113 Valid
4. P4 0,819 0,113 Valid

A valid instrument will produce more accurate answers because respondents understand the
questions according to the researcher's intent and the questions are relevant to the respondents’
experience or knowledge related to the research topic [15]. From the statement in table 3, it is stated
that for the question components used, all WebQual 4.0 statement indicators and user satisfaction
indicators to analyze the quality of the Nu-Jek website are declared valid.

2. Reability Test
Next is the instrument reliability test. The reliability test is used to explain whether the
instrument components are considered reliable for use in data collection for further analysis purposes.
Table 4. Results of instrument component reliability testing.

Variabel Alpha Result
Usability (X1) 0,815 Reliabel
Information Quality (X2) 0,799 Reliabel
Service Interaction (X3) 0,631 Reliabel
User Satisfaction (Y) 0,782 Reliabel

Areliable instrument will produce consistent results over time or across respondents with similar
characteristics. If the questionnaire is not reliable, respondents’ answers may change for no apparent
reason, making data interpretation difficult and inaccurate [16]. Reliable data builds trust in research
results. If researchers and readers are confident that the instruments used produce stable and
consistent data, then the conclusions drawn from the data will be more valid and accountable [17].
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Table 4 states that the reliability of the instrument used for the Webqual 4.0 research model and
the user satisfaction indicators to analyze the quality of the Nu-Jek website have met the reliability
criteria and are reliable and trustworthy measuring instruments.

3. Classical Assumption Test

a. Normality Testing
One-Sample Kolmogorov-Smirnov Test

Unstandardiz

ed Residual

N 97
Normal Parameters™? Mean .0000000
Std. Deviation 1.56797072

Most Extreme Differences  Absolute 055
Positive .049

Megative -.0585

Test Statistic 055
Asymp. Sig. (2-tailed) 2005

a. Test distribution is Mormal.
h. Calculated from data.
c. Lilliefors Significance Correction.

d. This is a lower bound of the true significance.

Figure 2. Results of the classical normality test using the Smirnov test

Based on the output results, it can be seen that the sig. value is 0.200 and is greater than 0.05.
Thus, the data distribution can be said to be normal because the sig. value is greater than 0.05.

4. Multiple Linear Regression Analysis

Coefficients”

Standardized
Unstandardized Coefficients Co nts
Madel B Std. Errar Beta 1 Sig.
o (Constant) 533 813 656 13
Usability 143 034 230 4.235 .ooo
Information GUality 1058 038 150 2768 006
Senvice Interaction 272 035 456 7.761 000

a. Dependent Variable: User Satisfication

Figure 3. Coefficient results in multiple regression analysis.

Based on the table above, the multiple linear regression equation can be determined, namely: Y
= a(constant) + b1X1 + b2X2 + b3X3, it mean Y = 0,533 + 0,143X1 + 0,105X2 + 0,272X3.

5. Hypotesis Testing
a. Partial Test

Coefficients”

Stand

Unstandardized Coefficients  Coeff
Model B Std. Error Beta t Sig.
K1 (Constant) 633 813 656 513
Usabhility 143 034 230 4235 0oo
Information Qlality 108 038 180 2768 006
Senvice Interaction 272 035 456 7.761 000

a. Dependent Variable: User Satisfication

Figure 4. Coefficient results based on hypothesis testing.
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Partial Test of the influence of Usability on user satisfaction. The following is the hypothesis of the
influence of Usability on user satisfaction:

HO: Usability has no significant effect on user satisfaction.
H1: Usability has a significant effect on user satisfaction.

Based on the output results, it is known that the calculated t value for the usability variable is 4.236
and the t table value in this study is 1.650 while the sig. t value is 0.000 and less than 0.05. Based
on the two-way test value using a comparison of the calculated t value and the comparison of the
sig. t value, HO is rejected and H1 is accepted or in other words, in the partial test of the influence
of the usability variable on user satisfaction, the results show that the usability variable has a
significant influence on user satisfaction.

Partial Test of the influence of Information Quality on user satisfaction. The following is the
hypothesis of the influence of Information Quality on user satisfaction:

HO: Information Quality has no significant effect on user satisfaction.
H1: Information Quality has a significant effect on user satisfaction.

Based on the output results, it is known that the calculated t value for the Information Quality
variable is 2.768 and the t table value in this study is 1.650 while the sig. t value is 0.006 and less
than 0.05. Thus, the calculated t value is greater than the t table value, but the sig. t value is less
than 0.05. Based on the two-way test value using a comparison of the calculated t value and the
comparison of the sig. t value, HO is rejected and H1 is accepted or in other words, in the partial
test of the influence of the information quality variable on user satisfaction, the results show that
the information quality variable has a significant influence on user satisfaction.

Partial Test of the influence of Service Interaction on user satisfaction. The following is the
hypothesis of the influence of Service Interaction on user satisfaction:

HO: Service Interaction has no significant effect on user satisfaction.
H1: Service Interaction has a significant effect on user satisfaction.

Based on the output results, it is known that the calculated t value for the Service Interaction
variable is 7.761 and the t table value in this study is 1.650 while the sig. t value is 0.000 and less
than 0.05. Thus, the calculated t value is greater than the t table value and the sig. t value is less
than 0.05. Based on the two-way test value using a comparison of the calculated t value and the
comparison of the sig. t value, HO is rejected and H1 is accepted or in other words, in the partial
test of the influence of the service interaction variable on user satisfaction, the results show that
the service interaction variable has a significant influence on user satisfaction.

F Test (Simultaneous Test)

ANOVA?
Sum of
Madel Squares df Mean Square F Sig.
1 Regression 845767 3 281.922 125115 .o00®
Residual G66.980 296 2.253
Total 1512.747 289
a. Dependent¥ariahle: User Satisfication
b. Predictors: (Constant), Service Interaction, Usability, Information GUality

Figure 5. F Test Results on Anova Statistics
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Looking at Figure 5, based on the output results, the calculated F value is 125.115 and the Sig. F value
is 0.000. In this study, the F table value is 2.635. Thus, the calculated F value of 125.115 is greater than
the F table value of 2.635 and the Sig. F value is smaller than 0.05. On the basis of the calculated F
which is greater than the F table and the Sig. value is smaller than 0.05, then HO is rejected and H1 is
accepted. Thus, the independent variables consisting of usability, information quality and service
interaction simultaneously have a significant influence on user satisfaction.

CONCLUTIONS

Based on the results of the research and discussion that have been described in the previous
chapter, the first conclusion can be drawn, namely the influence of user satisfaction on the Nu-Jek
website is partially influenced by the service interaction variable. Website users feel satisfied if the
service interaction provided is satisfactory, for the usability variable and the information quality
variable, it can already influence user satisfaction because it is considered something that is natural to
exist on a website. Second, simultaneously, the usability, information quality, and service interaction
variables have a significant influence on the user satisfaction variable.
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