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Abstract 
 

The administrative process that had previously applied to the cross-border post or ‘Pos Lintas Batas 
Negara (PLBN)’ is integrated with the way of manuscript the passport data information or ‘Pas Lintas 
Batas (PLB)’-special card for habitants whereas living a long site of the both countries border 
(Indonesia and Timor-Leste), information on a card and then do a recapitulation. This manuscript 
administration gave unfavorable result such as not have proper archiving in the filing cabinet and 
difficulty of the search data for the report purpose. To solve these problems, then it has been developed 
and implemented an application which called ‘Sistem Informasi Pelintas Batas Wilayah Negara 
(SINTASWIN)’. This SINTASWIN application is applied to the immigration authorities in order to 
record and control the border crosser (traveler). This system will support the national policies and 
strategies of the Government in managing border region. However, the implementation of any 
application system has it constraints; therefore, it needs to be evaluated such as to evaluate end user 
satisfaction. This study aims to evaluate the satisfaction of users by applying End User Computing 
Satisfaction (EUCS) methods in order to produce recommendations for the improvement and system 
development in the future. 
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Abstrak 
 

Proses administrasi yang sebelumnya diterapkan pada Pos Lintas Batas Negara (PLBN) terpadu adalah 
dengan cara menulis data paspor atau Pas Lintas Batas (PLB) pada sebuah kartu kemudian 
direkapitulasi. Administrasi yang kurang baik tersebut berakibat pada tidak rapinya penyimpanan data 
dan kesulitan pencarian data serta penyajian laporan. Untuk memecahkan permasalahan tersebut, maka 
telah dibangun dan diimplementasi sebuah Sistem Informasi Pelintas Batas Wilayah Negara 
(SINTASWIN) yang diterapkan pada otoritas imigrasi untuk mendata dan mengontrol pelintas batas 
wilayah guna mendukung kebijakan dan strategi nasional pemerintah dalam pengelolaan wilayah 
perbatasan perbatasan antarnegara. Tetapi dalam implementasinya, sistem informasi tersebut bukan 
tanpa kendala, oleh karena itu perlu dilakukan evaluasi salah satunya dari segi kepuasan pengguna akhir 
dari sistem tersebut. Penelitian ini bertujuan untuk melakukan evaluasi kepuasan pengguna dengan 
menerapkan metode EUCS (End User Computing Satisfaction) guna menghasilkan rekomendasi untuk 
perbaikan dan pengembangan sistem pada masa yang akan datang.  
 
Kata Kunci: PLBN, wilayah perbatasan, imigrasi, sistem informasi, EUCS 

 
 
1.  Introduction 
 
Unitary State of the Republic of Indonesia (so cal-
led NKRI) is an island nation and land areas that 
directly adjacent to three (3) countries namely 
Malaysia on the Borneo island, Papua New Gui-
nea (PNG) on the Papua island, and Timor-Leste 
(RDTL) on the Timor island, East Nusa Tenggara 
province. 

Several decades ago, Indonesia border regi-
ons face some challenges, among others, the une-
ven spread of the population as well as the limi-
tations of the infrastructure. The level of educati-
on, health and the quality of the Human Resources 

(HR) are still relatively low and undeveloped pro-
cessing industry, so that the activities of the eco-
nomy still depends on raw products. Similarly, the 
management of natural resources has a less restra-
ined and weak in information systems and com-
munications. Moreover, it reviewed from the per-
spective of security, conditions of the borders reg-
ion of Indonesia is currently at the stage of worry-
ing. It is characterized by the onset of a variety of 
border issues such as the case of ‘Ambalat’ Block, 
the case of the ‘Bidadari’ island, and the problems 
of border crosser [1]. The problem is the direction 
of the development policy which tends to be ori-
ented towards to the ‘inward looking rather than 
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become an outlook’, -so as if the border region only 
into the backyard of a country's development. As a 
result, the border region is not considered as pri-
ority area of development by the Central Govern-
ment as well as regional [2]. 

To overcome these problems, the Govern-
ment is currently drafting a national policy and 
strategy for managing border region between sta-
tes in Indonesia and set the presidential regulation 
Number 179 Year 2014, on the border region of the 
country, especially in the province of East Nusa 
Tenggara. The form of the implementation of the 
national policy and strategy is to build border regi-
ons; it is including build PLBN with integrated in-
frastructure to support everything relating to the 
border region. Such development necessarily must 
be accompanied by improved management, espe-
cially in the field of administration by the autho-
rities on duty in the PLBN. 

The immigration authorities as one of the un-
it works on the integrated PLBN has the response-
bility, among others, keep an eye on the traffic of 
people exiting/entering the territory of Indonesia 
and providing service to the community; the au-
thorities require applying information technology 
to improve the quality in the task performance [3]. 
As it is known, in the last decade, the massive uses 
of information and communication technology in 
Government and private organizations have beco-
me a necessity. In the private sector, information 
technology applied to achieve strategic business 
objectives [4] and creating a competitive advantage 
[5], meanwhile in the organization and government 
the use of information and technology applied for 
the various direction simultaneously [6] and sub-
ject to competitive aims [7]. Therefore, the appli-
cation of information technology is very much nee-
ded because basically it can make easier for Gover-
nment officers to be able to complete tasks or his 
work without having to take a long time, costs as 
well as a great power [8]. In this case, the presence 
of information technology, the services to the 
public will improve and the process of administra-
ting state border crosser will increase both in terms 
of time and quality [9].  

The expected added value can be felt by the 
immigration officer whereas the officers are easily 
doing logging, data recapitulation, and reports whi-
ch are related to the passer borders of the country. 
The administration will handy to manage because 
all data have been computerized, and it is ease for 
searching and processing data and information. 
Moreover, the service given to the cross border is 
faster than a conventional.  

In the early stage of the implementation, the 
expected added value will not directly optimal. It 
might be just happened the gap between user needs 
and system behaviors. It includes interactive model 

and the services provided on the system; therefore, 
it needs system evaluation by seen user satisfac-
tion.  
 
2.  Methods 
 
In this research, we applied End User Computing 
Satisfaction (EUCS) method which will be doing 
the overall evaluation of the used of information 
system and end user experiences [10]. The EUCS 
evaluation model is developed by Doll & Torkza-
deh. This evaluation model emphasizes the satisfa-
ction of the end user against all aspects of the tech-
nology, by assessing the Content, Format, Timing, 
Accuracy, and Ease of Use the system [11]. Based 
on the EUCS model shows in the Figure 1 and 
EUCS items are customized as research instrume-
nts with current cases (Table 1). 

 In this research, the object is end user of the 
SINTASWIN (immigration officers). In integrated 
PLBN, the immigration officers are distributed 
three distinct locations as follows: 6 officers at 
Mota'ain, 5 officers at Motamasin, and 5 officers at 
Wini post. Therefore, the population for rese-arch 
are 16 people and this is limited population.  

The sampling techniques used in this rese-
arch are saturated sampling technique, in which the 
saturated sampling is a technique of determining 
the sample when all members of a population is 
used as a sample. This is often done when the po-
pulation is relatively small, less than 30 persons or 
who wish to make a generalization of research with 
a very small mistake. Moreover, saturated sampl-
ing term example is a census, whereas all members 
of the population became sample [12]. 

The data retrieved through this research is 
subjected as the primary data type which collected 
from respondents were answering the listed ques-
tionnaire and then analyzed in descriptive statis-
tics by researcher. The descriptive statistics is the 
statistics analysis toward data collection, in a way 
describe or illustrate data that has been collected 
as-is without intending to make general conclusi-
ons. In this case study, the type of statistical ana-
lysis descriptive by calculating the respondent's 
responses with the following equation(1) [13]: 

 
CI = ∑  x 100% (1) 

 
where 
CI: ’Capaian Indikator’ (Performance Indicator) 
JR: ‘Jawaban Responden’ (Respondence Answe-
rs) 
SI: ‘Skor Ideal’ (Ideal Score)-highest score multi-
plied by the number of respondents  

The results are categorized with the follow-
ing weighting: 
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0% - 20%  = Very low  
21% - 40%  = Low 
41% - 60%  = High enough  
61% - 80%  = High 
81% - 100%  = Very High 
The hypothesis that built and will be tested in this 
study can be seen in Table 2: 
 
3.  Analysis and Result 
 
For the questionnaire data measurement scale, Li-
kert model is used. The Likert scale models are 
descriptive such as Strongly Agree (SA) with wei-
ghts 5, Agree (A) with weights 4, Hesitation (H) or 
Neutral (N) with weights 3, Disagree (DA) with 
weights 2, Strongly Disagree (SDA) with weights 
1. The analysis of descriptive statistics results to-
ward 16 respondent’s responses to the question-
naire can be seen in Table 3. 

Based on the calculation results of the indi-
cator product of any dimensions (Table 3), it can 
be noted that the average indicators of each di-
mension are above 80% figure. There are two di-
mensions from five dimensions items that have a 
high result indicator with the average category of 
80.63% namely Ease of Use dimension and Time-
liness dimension, whereas the hypothesis (H4) sta-
ting that the results of indicators product of the 
Ease of Use dimension is very high and the hypo-
thesis (H5) stating that the results of indicator 
product of Timeliness dimension very high, there-

fore it is not acceptable. Furthermore, three (3) ot-
her hypotheses H1, H2, and H3 each stated that the 
results of indicator product of the dimensions such 
as Content, Accuracy and Format are very high, 
and it is acceptable. It is demonstrated in Table 3 
whereas the average of these third dimensions of 
the performance indicator is above 81%, therefore 
it is included in the very high category. 

The content dimension has four (4) indicato-
rs that shown in Table 1. Based on the result cal-
culation the performance indicator can be conclu-
ded that the expected information is met respon-
dents needs. The statement in C4 indicator stated 
‘The Sintaswin provide sufficient information’ 
which is obtained the lowest average performance 
indicator of 77.5%, with details of respondents an-
swers i.e. 31.25% of the respondents answered is 
neither agree, 50% of respondents answered is ag-
ree and 18.75% of the respondents answered is 
strongly agree. It is reasonable because the built 
system is based on the limited manual sample re-
ports that have been used there before, therefore for 
further improvement and development will ac-
commodate additional information. Although per-
formance indicator for C1, C2, and C3, indicate 
very high category, it does not mean not require 
repairs or future enhancement. The SINTASWIN 
should be continually improving to complete both 
in terms of format or content of the information 
itself, because an effective content management 
should meet all the needs of stakeholders [14]. 

 
 

Figure 1. EUCS Model 
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The SINTASWIN user’s satisfaction against 
aspects of accuracy is measured based on 2 (two) 
indicators. The average indicator of the accuracy 
dimension indicates 83.13% which makes it fall 
very high category. It can be spelled out that as mu-
ch as 87.5% of respondents declared satisfied with 
the accuracy of SINTASWIN, while the rest of 
12.5% were indicates very satisfied. Although it is 
in very high category, however the performance in-
dicator of 83.13% indicated that the accuracy of 
this system could still be improved in the future. 
The accuracy enhancement is important whereas 
the proper decision-making must be based on accu-
rate information. It is in line with the test results 
and model validation of the EUCS of 1,166 res-
pondents from 300 different applications which 
gives the conclusion that the accuracy is more im-
portant in user satisfaction for the ope-rating per-
sonnel [15]. 

The format dimension turned out to have clo-
se results or same performance indicator with the 
accuracy dimension whereas falls in the very high 
category of 83.13%. For the F1 performance indi-
cators as much as 81.25% of respondents gave ag-
ree answers the rest of 18.75% gave strongly agree 
answers, while performance indicators for F2 indi-
cates that 87.5% of respondents answered agree 
and the remaining 12.5% replied strongly agrees. 
The results show that aspects of the format and 
clarity of the report still needs improvement.  

The Ease of Use dimension, the performance 
indicator as much as 80.63%, it grouped in the high 
categories. On every indicator of this dimension, 
there are 12.5% respondents who answered the ne-
utral or undecided. Especially F2 indicator only ac-
quires an indicator of 80%. Both facts show that 
there are still shortcomings in terms of system in-
terfaces, which makes the user experience const-

raints in the operation of the system. The main cau-
se factors are not yet fully matching interface desi-
gn with existing standards. The standards that can 
be used to support the future development of the 
user interface that is to: 1) determine the details of 
the display and use be-havior interface is using ISO 
14915 and IEC 61997 which are containing multi-
media interface recommendations. More specific 
guidelines for the use of the icon can be found on 
the ISO/IEC 11581, PDAs in ISO/IEC 18021, and 
cursor control in ISO/IEC 10741; 2) provide detai-
led guidance about designing the user interface 
(ISO 9241 Part 12-17); and 3) provide the criteria 
for the evaluation of the user interface (ISO/IEC 
9126 Parts 2 and 3). 

However, by default, required attributes of a 
product to be used depend on the nature of the user, 
task, and environment [16]. Furthermore, the stan-
dard is required the availability of the SINTAS-
WIN manual book. Although the system socializa-
tion has been done, however user may have trouble 
therefore manual book is needed. 

The last dimension is the Timeless dimensi-
on. This dimension measured system timekeeping 
in the process of presenting information. The two 
result indicators whereas 18.75% of the responde-
nts were stating neutral or undecided against item 
statements on the questionnaires. The remainning 
average indicators are 80.63% at high categories. 
Based on information above, it can be concluded 
that the SINTASWIN process is not yet entirely fa-
st or it still takes quite a long time.  

The implications of the research results can be 
viewed from two aspects, namely the aspects of 
systems and it is infrastructure. The assessment gi-
ven by the user in the aspect of the system is very 
useful for the improvement and future SINTAS-
WIN development, this is to achieve a more stable 

TABLE 1 
INSTRUMENT COMPARISON 

Item 
Code Measures Original Instrument Items This Study Items 

C1 Content Does the system provide the precise information 
you need? 

The Sintaswin provides the precise information I 
need 

C2 Does the information meet your needs? The information content meet my needs 

C3 Does the system provide reports that seem to be 
just about exactly what you need? 

The Sintaswin provide reports more than what I 
need 

C4 Does the system provide sufficient information? The Sintaswin provide sufficient information 
A1 Accuracy Is the system accurate? The Sintaswin is accurate 
A2 Are you satisfied with the accuracy of the system? I am satisfied with the accuracy of the system 

F1 Format Do you think the putput is presented in a useful 
format? 

The output is presented in a useful format 

F2 Is the output information clear? The information is clear 
E1 Ease of use Is the system user-friendly? The Sintaswin is user-friendly 
E2 Is the system easy to use The Sintaswin is easy to use 
T1 Timeliness Do you get information you need in time I get the information I need in time 
T2 Does the system provide up-to-date information? The Sintaswin provides up-to-date information 
Scale Five-point Likert scale: 

1: Almost never, 2: Some of the time, 3: About 
half the time, 4: Most of the time, 5: Almost 
always 

Five-point Likert scale: 
1: Strongly disagree, 2: Disagree, 3: Neither 
agree nor disagree, 4: Agree, 5: Strongly agree 
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system and precise in delivering outputs and the in-
formation in accordance with users need and to the 
stakeholders decision-making processes. 

Some of the infrastructure are already availa-
ble in an integrated PLBN is very effect to the sys-
tem performance. Looking at user satisfaction per-
formance in terms of speed (timeliness dimension) 
of a system, then the local network infrastructure 
should be taken into consideration, i.e. servers, cli-
ents, and switches that must perform well. 

 
4.  Conclusion 
 
In general, the user satisfaction in using of the SIN-
TASWIN quite positive according to the perfor-
mance indicators results, because the existence of 
this system can be a solution for the administration 
problems that had occurred in the immigration ser-
vices in the three integrated PLBN in East Nusa Te-
nggara. Moreover, further development of the SIN-
TASWIN need to pay attention to the implications 
of this research results both aspects of the system 
and the infrastructure. 
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