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The purpose of this study is to use the End User 

Computing happiness (EUCS) approach to the 

Participant Reporting Information System (SIPP) 

service in order to ascertain and analyze the 

degree of user happiness. This study is based on 

the phenomenon of the reporting system's shift 

from a manual to an online one. Content, 

accuracy, format, usability, and timeliness are the 

dimensions that this research employs to 

measure user satisfaction. Using a quantitative 

technique, this research examines associations. 

The 273 participants who made up the 

population were personnel officials from the 

companies that were part of the BPJS 

Employment Tanjung Morawa Branch. This 

study drew from a total of 170 participants. A 

random sampling technique is employed, where 

each sample has an equal chance of being chosen. 

A linear regression analysis was performed on 

the collected data.  
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INTRODUCTION 
Official operations of the Employment Social Security Agency, formerly 

known as PT. Jamsostek (Persero), began on January 1, 2014, following its 
establishment in accordance with Law No. 24 of 2011 pertaining to the Social 
Security Agency. As the state's social security organizer, BPJS Employment is 
responsible for four programs that safeguard the community's socioeconomic 
well-being: Old Age Security (JHT), Work Accident Security (JKK), Death 
Security (JK), and Pension Security (JP). The vision of BPJS Ketenagakerjaan itself 
is to realize a trusted, sustainable and prosperous employment social security for 
all Indonesian workers. In realizing its vision, BPJS Ketenagakerjaan strives to 
provide the best service for Indonesian workers, which is manifested in the ease 
of managing and accessing data. Thus, the satisfaction of Indonesian workers 
with BPJS Ketenagakerjaan services is the main priority that must be achieved 
optimally. 

One of the main services of BPJS Ketenagakerjaan is the Participant 
Reporting Information System (SIPP). SIPP is an application service used to 
manage BPJS Ketenagakerjaan participant data mutation reports through the 
official website sipp.bpjsketenagakerjaan.go.id. The features available in the SIPP 
application are the new worker registration menu, deactivation of outgoing 
workers, updating or updating worker data, changes to worker wage data, 
printing participant cards, worker wage reports, incoming and outgoing worker 
data reports and fast and accurate contribution calculations. With this service, 
companies can also manage employee data so that employee welfare is more 
guaranteed and social security can be received evenly. Thus, SIPP is expected to 
be a solution for companies to avoid difficulties in managing participant 
administration and to create information that maintains quality, validity and 
integrity. 

Referring to the description of the SIPP service above, BPJS 
Ketenagakerjaan actually relies heavily on this service in transforming 
employment data in Indonesia. The data sources provided by BPJS 
Ketenagakerjaan are also used by cross-institutions to fulfill social interests such 
as the Wage Subsidy Assistance (BSU) program by the Ministry of Manpower. 
The facts on the ground that are found are that every time the BSU program is 
implemented, there is still data that is not yet available or is not synchronized at 
all. As a result, the employment social service program cannot be realized or is 
delayed. In addition, the constraints of SIPP which have not been well integrated 
with population and civil registration data sources in Indonesia, are a problem 
that can affect the rights and obligations of workers, such as difficulties in 
registering workers by companies online, so that the manual mechanism 
alternative will be the last choice. Thus, the possibility of delays in registering 
workers will be even greater. This often creates a negative image of efforts to 
provide employment services, such as viral incidents on social media where the 
number is not small. For example, the most common failure in distributing the 
BSU program is the unavailability of worker accounts or the mismatch of the 
accounts with the worker's name (Ayufajari, 2022). 
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As of August 2022, the number of workers registered for the BPJS 
Ketenagakerjaan service is 54.40 million people (Ministry of Manpower of the 
Republic of Indonesia, 2022). This has the potential to cause problems in 
employment social security services if the workforce data is not managed 
properly, in this case through the use of online SIPP services. For example, if the 
company's personnel department does not understand or is able to use online 
SIPP, then employment social security services will be carried out manually by 
coming to the nearest BPJS Ketenagakerjaan office so that it will take longer, be 
ineffective and inefficient. 

Prihastono (2012) stated that for every web-based service, measuring and 
monitoring user satisfaction is essential for its provider, in this case BPJS 
Ketenagakerjaan. The phenomenon found related to web-based SIPP services is 
that users of the BPJS Ketenagakerjaan online reporting system often assess 
whether the SIPP application is able to provide convenience, ease and speed in 
reporting compared to the manual system previously used. The issue that is an 
important point is whether the user experience of the online SIPP service, good 
or bad, can affect the level of satisfaction and ultimately affect the effectiveness 
of the system. Then, to what extent are users satisfied with this online reporting 
system and what factors most affect the level of satisfaction of SIPP service users. 
Therefore, researchers feel the need to measure user satisfaction with the SIPP 
service that is currently running. 

Satisfaction is a person's feeling of pleasure or disappointment that arises 
when comparing between expectations and the reality of performance felt by 
customers (Kotler & Keller, Marketing management, 2016). If performance 
exceeds expectations, then customers will feel satisfied and vice versa. Wilkie 
(1994) stated that customer satisfaction is divided into 5 (five) parts, namely 
expectations, usefulness (performance), comparison (comparison), confirmation 
(confirmation) and discrepancy (discrepancy). Customer satisfaction is actually 
an evaluation of a product or service, where the service has met customer needs 
or has not met expectations. The four methods proposed by Kotler and Keller 
(2016) to measure consumer happiness are as follows: the complaint and 
recommendation system, lost customer analysis, customer satisfaction surveys, 
and ghost shopping. Customer satisfaction surveys are the most effective of the 
four ways to measure contentment because they allow businesses to collect 
honest opinions from end users while also showing their appreciation. There are 
several methods of measuring customer satisfaction with different contexts and 
specifications according to user needs. The first is the Technology Acceptance 
Model (TAM) method by Davis (1989) which emphasizes two main aspects, 
namely perceived usefulness (utilization of the system will improve its 
performance) and perceived ease of use (use of the system is quite easy). The 
second is the Task Technology Fit (TTF) method by Goodhue & Thompson (1995) 
which assesses the capability of information technology in supporting needs, 
tasks or jobs. The third is Human Organization Technology (HOT) Fit by Yusof, 
Kuljis, Papazafeiropoulou, & Stergioulas (2008) which assesses the interaction 
between human, organizational and technological aspects. The fourth is the End 
User Computing Satisfaction (EUCS) model proposed by Doll, WJ, and 
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Torkzadeh, G. (1988). This model places an emphasis on the factors that 
contribute to user satisfaction with applications or information systems. These 
factors include the system's legitimacy, correctness, format, timeliness, and 
content. 

Among the four approaches described above, the End User Computing 
happiness (EUCS) metric stands out as the best fit for gauging BPJS 
Ketenagakerjaan SIPP app users' levels of happiness. This approach was chosen 
due to its focus on the application's use from the user's point of view. The other 
three models, on the other hand, place greater emphasis on getting people to buy 
into an IT system that the company built for its own internal purposes. In order 
to explain user satisfaction, the EUCS technique takes into account the following 
factors: content, accuracy, format, usability, and timeliness. 

Sabon, SE, & Susanti, S. (2020) conducted an EUCS study using a research 
sample of employees at one company only, where the content variable affects the 
success of the SIPP application performance at PT. Gunung Amal Solution 
International. Facts in the field show that access to the use of the SIPP BPJS 
Ketenagakerjaan application is usually only given to the human resources (HR) 
department of a company, not to all employees of the company. Therefore, there 
is a population gap in the study, where to assess the satisfaction of users of the 
SIPP BPJS Ketenagakerjaan application should involve a number of companies 
that are users, not just one company. Thus, this population gap becomes a 
research gap in research on the satisfaction of SIPP BPJS Ketenagakerjaan users 
using the EUCS method. Therefore, the author will conduct research on 
"Measurement of SIPP Service User Satisfaction at BPJS Ketenagakerjaan Tanjung 
Morawa Branch", where similar research using a number of companies has never 
been conducted. 
 

LITERATURE REVIEW 
Marketing Services 

Kotler & Keller (2016) stated that marketing is a social process in which 
individuals and groups try to achieve their needs by creating and offering 
valuable products freely to others. Specifically, Lupiyoadi & Hamdani (2006) 
stated that marketing is an effort to communicate with consumers as company 
customers, where the communication created creates a mutually beneficial 
relationship. 

Meanwhile, according to Kotler & Keller (2016), services are activities of 
one party to another party, which have no form and do not give rise to elements 
of ownership. In other words, services have an intangible nature or do not have 
a physical form. Thus, services are services from one party to another party, 
either visible (explicit service) or only felt (implicit service) (Jasfar, 2005). Kotler 
& Keller (2016) further stated that there are 4 (four) characteristics of services, 
namely intangibility, inseparability, variability, and perishability. 

 
User Satisfaction 

Marketing activities carried out ultimately are to achieve a primary goal, 
namely user satisfaction. Satisfaction, according to Kotler and Keller (2016), is the 
emotion that a user has as a result of comparing their expectations with the actual 
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performance. The user will feel content if their expectations are met and 
dissatisfied otherwise. In general, there are three types of customer satisfaction: 
disappointment, satisfaction, and very high levels of satisfaction (Kotler & Keller, 
Marketing management, 2016). 

The basic principle that emerges is that satisfaction will encourage users 
to use a product or service. Conversely, disappointment will encourage users to 
no longer use a product or service that has been tried before. The statement above 
is in accordance with the definition of user satisfaction proposed by Zeithaml, 
Bitner & Gremler (2013). They state that user satisfaction is a consumer who feels 
satisfied with the product or service used and will use it again. 
 
End User Computing Satisfaction 

Doll and Torkzadeh (1988) developed the End User Computing 
Satisfaction (EUCS) as a means of evaluating information systems holistically 
through the eyes of their end users. Content, correctness, format, timeliness, and 
system usability are some of the technological aspects that this approach 
evaluates to ensure user satisfaction. 

If the system is comprehensive, meets user expectations (total 
satisfaction), and facilitates decision-making, then the outcomes of system 
measurements can satisfy users, according to Doll and Torkzadeh (1988). In 
contrast, EUCS is also a tool for comprehensively assessing user-centric 
information systems. (Wynne & Matthew, 2000). 
 
Online Marketing Services 

If you want to know what Chaffey (2022) means when they say "online 
marketing," it's when you use the internet and other digital technologies to 
further your marketing objectives. On the other hand, online marketing 
encompasses all the things done to promote goods and services and to establish 
connections with consumers using the internet (Kotler & Armstrong, 2018). 

Kotler (2016) states that service is an intangible action or by offering work 
from one person to another and does not result in an exchange of ownership of 
something. Meanwhile, according to Valarie A. Zethaml and Mary Jo Bitner, 
service is all activities that are not physical or construction that generally produce 
and consume together and then provide additional value such as entertainment, 
happiness, health or comfort (Irma, 2021). 
 
BPJS Employment 

Guarantees of protection are extended to all workers in Indonesia by the 
Social Security Administration Agency (BPJS) for Employment, a legal 
organization. This includes foreign nationals who have worked for at least six 
months. In compliance with the requirements of Law No. 24 of 2011 on the Social 
Security Administration Agency, BPJS for Employment is a merger of PT. Social 
Security for Employment (Jamsostek). The responsibility of administering the 
workers' social security program has been transferred to BPJS for Employment 
under this regulation. 
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BPJS Employment Participant Reporting Information System 
The BPJS Employment Participant Reporting Information System (SIPP) is 

an application that functions to manage BPJS Employment participant data 
mutation reports (Sri, 2022). Law No. 24 of 2011 states that every company is 
required to obtain social security through BPJS Employment. Therefore, SIPP 
BPJS Employment becomes an online company data reporting channel, so that 
the workforce registration process becomes easier, without having to visit the 
office. In addition to being a registration channel, SIPP BPJS Employment also 
functions to manage company participant data, especially if the number is very 
large, reaching thousands and above. The participant data referred to above are 
such as company data, workforce data, wage data to fast and accurate wage 
calculations. 

 

Conceptual Framework 

 
 

Figure 1. Research Concept Framework 
 

METHODOLOGY 
According to Sugiyono (2018), the purpose of this study is to employ a 

quantitative method to associative research in order to establish a connection 
between many factors. In addition, quantitative data is a positivistic (concrete) 
research approach that Sugiyono (2018) defines as research data in numerical 
form that will be measured using statistics as a calculation test tool. This data is 
relevant to the subject being examined and will be used to draw conclusions. 
 
RESEARCH RESULT 
Descriptive Statistical Analysis 

Subjects included in this study's 23-item questionnaire were content, 
correctness, format, usability, timeliness, and user satisfaction. There are a total 
of eleven questions across the several variables: five for content, three for 
correctness, five for format, five for simplicity of use, three for timeliness, and 
two for user pleasure. 

For the content variable, the average respondent's answer to each question 
has the following details in Table 7, namely Disagree (DS) for 1 question, Less 

User 
Satisfaction

Content

Accuracy

Format

Ease of Use

Timeliness
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Agree (KS) for 1 question, Agree (S) for 2 questions and Strongly Agree (SS) for 
1 question. This becomes interesting, when there is a question that has a disagree 
response, namely the question 'system information is useful for me'. This shows 
that respondents tend not to prioritize the information available in the SIPP 
application. On the other hand, there is a question that has a strongly agree 
response, namely the question 'system information is presented in a variety of 
ways'. This shows that respondents tend to like the various types of information 
available in the SIPP application system. The distribution of responses to 
questions on the content variable illustrates that respondents are more interested 
in the diverse, clear and quality contents of the SIPP application. Meanwhile, 
respondents also consider the contents of the SIPP application to be not very 
useful for their needs. In general, respondents gave an agree response for the 
content variable with an average value of 3.56. 

 
Multiple Linear Regression Analysis 
Based on Table 13, the multiple linear regression equation formula is as follows: 
 
Y = -0.330 + 0.268X1 + 0.036X2 + 0.213X3 + 0.167X4 + 0.276X5 
 
Based on the equation data above, it can be explained that: 
1. A negative value of 0.330 is assigned to the constant value (β0). A non-

unidirectional influence between the independent and dependent variables is 
shown by the negative sign. The user satisfaction value (Y) is -0.330 when the 
following variables—content (X1), accuracy (X2), format (X3), convenience of 
use (X4), and timeliness (X5)—are set to 0 or remain unchanged   

2. 2. The content (X1) variable has a regression coefficient value of 0.268. User 
satisfaction (Y) is positively (unidirectionally) affected by this value. This 
indicates that, everything else being equal, a one-unit increase in the content 
variable (X1) will result in a 0.268-unit increase in the user happiness variable 
(Y); 

3. Third, X2, the accuracy variable, has a regression coefficient of 0.036. User 
satisfaction (Y) is positively (unidirectionally) affected by this value. Fourth, 
the format variable (X3) has a regression coefficient value of 0.213, which 
suggests that for all other factors held constant, a one-unit improvement in 
accuracy (X2) will result in a 0.036-unit increase in user satisfaction (Y) . User 
satisfaction (Y) is positively (unidirectionally) affected by this value.  

4. Assuming all other variables stay the same, this indicates that a one-unit 
improvement to format (X3) will lead to a 0.213-unit increase to user 
satisfaction (Y);  

5. The ease of use (X4) variable has a regression coefficient value of 0.167. User 
satisfaction (Y) is positively (unidirectionally) affected by this value. This 
indicates that, everything else being equal, a one-unit increase in the ease of 
use variable (X4) will result in a 0.167-unit rise in the user satisfaction variable 
(Y).  

6. A value of 0.276 is the regression coefficient for the timeliness variable (X5). 
User satisfaction (Y) is positively (unidirectionally) affected by this value. 
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This indicates that, everything else being equal, a one-unit increase in the 
timeliness variable (X5) will result in a 0.276-unit increase in the customer 
satisfaction variable (Y). 

 
Table 1. Results of Multiple Regression Analysis 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardize

d 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) -0.330 0.265 
 

-1.244 0.215 

X1 (Content) 0.268 0.076 0.223 3,536 0.001 

X2 (Accuracy) 0.036 0.061 0.039 0.591 0.556 

X3 (Format) 0.213 0.082 0.220 2.617 0.010 

X4 (Ease of Use) 0.167 0.087 0.159 1,920 0.057 

X5 (Timeliness) 0.276 0.070 0.285 3.939 0.000 

a. Dependent Variable: Y 

Source: Test results with SPSS 
 
DISCUSSION 
The influence of content on user satisfaction 

Doll and Torkzadeh (1988) developed the End User Computing Satisfaction 
(EUCS) as a means of evaluating information systems holistically through the 
eyes of their end users. In order to gauge user happiness with a system's content, 
this approach places an emphasis on the technical component that evaluates the 
content dimension. The system's content consists of data generated by the system 
itself as well as user-accessible modules and functionalities. Another metric for 
determining if the system generates data that meets user requirements is the 
content dimension. User enjoyment is directly proportional to the system's 
informativeness and the depth of its modules. Based on the frequency 
distribution of responses to questions on the content variable (X1), with 170 
respondents and 5 statements given, it can be seen that the mean value obtained 
is 3.56 which means Agree (S). This shows that the SIPP BPJS Ketenagakerjaan 
Tanjung Morawa Branch application in terms of content is a social security 
service system that is still acceptable. In general, most users describe the content 
variable (X1) in the SIPP application with good tendency results, so it can be 
concluded that by maintaining and improving content and optimizing all 
elements in the content will increase user satisfaction at the BPJS Ketenagakerjaan 
Tanjung Morawa Branch. 

The content variable (X1) in this study has a coefficient of 0.268 and a tcount 
value bigger than ttable (3.536>1.974), according to the data. The value that was 
produced for the significance value is less than the degree of confidence 
(0.001<0.050). Thus, it can be concluded that there is a positive and statistically 
significant relationship between user happiness (Y) and the content variable (X1). 
User satisfaction (Y) is directly proportional to the change in the content variable 
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(X1). According to Sabon and Susanti's (2020) 'Analysis of the Success of SIPP 
Application Performance Using the EUCS Method at PT. Gunung Amal Solution 
International' and other comparable studies, the content variable is positively 
and significantly correlated with the success of SIPP application performance. 
Measurement of User Satisfaction with a Voter Data Information System Using 
the EUCS Model (Dewima et al., 2020) Content has a substantial beneficial 
influence on SIDALIH KPU user satisfaction, according to the Surabaya General 
Election Commission. Users will be more satisfied with SIDALIH material if it is 
better and more comprehensive. Using the same EUCS approach, Arribe and 
Aulia (2022) found that, while not all hypotheses are accepted, the factors of 
content, form, timeliness, and simplicity of use do impact user satisfaction 
variables. 
 
The influence of accuracy on user satisfaction 

When it comes to the technical side of things, EUCS places an emphasis on 
user satisfaction with the accuracy dimension as a measure of data accuracy 
throughout input and processing (Doll & Torkzadeh, 1988). The frequency with 
which the system returns the intended result after processing user input is a good 
indicator of its accuracy. It is also possible to observe the frequency with which 
data processing problems occur. With 170 respondents and 3 assertions 
provided, the frequency distribution of responses on the accuracy variable (X2) 
shows that the mean value obtained is 3.39, meaning Less Agree (KS). The 
majority of SIPP BPJS Ketenagakerjaan Tanjung Morawa Branch users typically 
provide inaccurate descriptions of the accuracy variable (X2). 

With a t-count value of 0.591 <1.974, this study reveals that the accuracy 
variable (X2) has a coefficient value of 0.036. With a value of 0.556>0.050, the 
obtained significance value is higher than the degree of confidence. This 
demonstrates that there is a positive but insignificant effect of the accuracy 
measure (X2) on user satisfaction (Y). "Analysis of the Success of SIPP 
Application Performance using the EUCS Method at PT. Gunung Amal Solution 
International" (Sabon & Susanti, 2020) found that there is a negative correlation 
between the accuracy variable and the success of SIPP application performance. 
This is interesting because there is a negative correlation between the outcomes 
of this study and the outcomes of Sabon & Susanti's (2020) investigation. The 
accuracy dimension ought to contribute positively to user happiness, as per the 
theory of user satisfaction put forward by Doll and Torkzadeh (1988). our might 
be because the research samples used in the two studies are different in terms of 
the characteristics they contain. For example, our study used data from multiple 
companies, whereas Sabon & Susanti (2020) used data from just one. Officers 
from Karang Tengah Puskesmas were not entirely satisfied with the SIMPUS 
application, particularly when it came to accuracy, according to Golo et al. (2021), 
who conducted research entitled "Analysis of the Level of Satisfaction of 
Puskesmas Information System Users Using the End User Computing 
Satisfaction (EUCS) Method at Puskesmas." 
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The influence of format (form) on user satisfaction 
The format dimension is also an aspect used to assess user satisfaction in 

the EUCS method (Doll & Torkzadeh, 1988). The format displayed by the system 
is assessed from the form of the system interface, whether it is attractive and easy 
for users. Therefore, indirectly, the format dimension can affect the level of user 
effectiveness. Based on the frequency distribution of responses to questions on 
the format variable (X3), with 170 respondents and 5 statements given, it can be 
seen that the mean value obtained is 3.36 which means Less Agree (KS). In 
general, most users describe the format variable (X3) in the SIPP BPJS 
Ketenagakerjaan Tanjung Morawa Branch application with poor results, 
although the mean value indicated by the format variable of 3.36 actually has a 
slight difference from the agree category of 3.40. 

The results of this study indicate that the format variable (X3) has a 
coefficient value of 0.213 with a calculated t value greater than t table 
(2.617>1.974). For the significance value, the value is smaller than the degree of 
confidence in this study (0.010<0.050). This shows that the format variable (X3) 
partially has a positive and significant effect on user satisfaction (Y), which 
means that if the format variable (X3) increases, user satisfaction (Y) will increase 
significantly. 

Dewima et al., 2020 in a study entitled 'User Satisfaction Measurement of 
Voter Data Information System With EUCS Model In Surabaya General Election 
Commission' also revealed that the format has a significant positive effect on 
SIDALIH user satisfaction at the Surabaya KPU. This proves that the better the 
display design, the higher the user satisfaction. Research conducted by Arribe & 
Aulia (2022) also states that the form variable affects the user satisfaction variable. 

Furthermore, this study has results that are inversely proportional to the 
results of research on user satisfaction of SIPP application services by Sabon & 
Susanti (2020). The study stated that the format variable has a significant negative 
relationship with the user satisfaction variable. This is contrary to the theory 
proposed by Doll & Torkzadeh (1988), which states that the format dimension 
has a positive influence on user satisfaction, especially related to digital-based 
information services. 
 
The influence of ease of use on user satisfaction 

The EUCS method emphasizes user satisfaction on the technological aspect 
that assesses the ease of use dimension (Doll & Torkzadeh, 1988). To measure 
user satisfaction in terms of ease of use, aspects such as data entry, data 
processing and information search are important points. Based on the frequency 
distribution of responses to questions on the ease of use variable (X4), with 170 
respondents and 5 statements given, it can be seen that the mean value obtained 
is 3.49 which means Agree (S). This shows that most SIPP application users 
describe the ease of use variable (X4) with good tendency results. 

The results of this study indicate that the ease of use variable (X4) has a 
coefficient value of 0.167 with a tcount value smaller than ttable (1.920 <1.974). 
For the significance value, the value obtained is greater than the degree of 
confidence (0.057 > 0.050). This shows that the ease of use variable (X4) partially 
has a positive but insignificant effect on user satisfaction (Y), which means that if 
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the ease of use variable (X4) increases, user satisfaction (Y) will not increase 
significantly. 

Sabon & Susanti (2020) in a study entitled 'Analysis of SIPP Application 
Performance Success using the EUCS Method at PT. Gunung Amal Solution 
International' stated that the ease of use variable has a significant negative 
relationship with user satisfaction of SIPP application services. This is contrary 
to the theory proposed by Doll & Torkzadeh (1988), where the ease of use 
dimension should have a positive effect on user satisfaction of information 
systems. 
 
The influence of timeliness on user satisfaction 

Doll and Torkzadeh (1988) state that the timeliness dimension is the last 
component of the EUCS technique that measures user satisfaction. The system's 
capacity to efficiently provide the user with the data and information they 
require is a key performance indicator (KPI) for measuring user satisfaction. In a 
timely system, all user inputs and requests are processed instantly, and the 
results are shown without delay; this is known as a real-time system. With 170 
respondents and 3 statements provided, the frequency distribution of replies to 
questions on the timeliness variable (X5) yields an average value of 4.14, 
indicating Agree (S). As a result, the majority of people think the SIPP BPJS 
Employment Tanjung Morawa Branch application service's timeliness variable is 
good. 

This study found that the timeliness variable (X5) had a calculated t value 
greater than the t table value (3.939>1.974), and a coefficient value of 0.276. There 
was a lesser result found for the significant value (0.000<0.050) compared to the 
research confidence level. So, if the timeliness variable (X5) goes up, user 
satisfaction (Y) will go up greatly as well. This is because the timeliness variable 
(X5) partially has a positive and considerable effect on user happiness (Y). 

When compared to other instruments, the ease of use instrument had a 
significantly greater impact on user happiness (Rahayu, 2020, "Analysis of the 
Level of Satisfaction of UG In Your Hand Application Users Using the End User 
Computing Satisfaction (EUCS) Method") . At the same time, Sabon and Susanti 
(2020) found that there is a negative correlation between the timeliness variable 
and the performance success of SIPP applications. This goes against what this 
study found and what Doll and Torkzadeh's EUCS theory suggests (1988). 
 
CONCLUSIONS AND RECOMMENDATIONS 
Based on the results, the researchers came to these conclusions: 
a. Content, usability, and timeliness were scored as agree (S) by the majority of 

respondents. On the other hand, respondents gave a less agree response (KS) 
for the variables accuracy, format and customer satisfaction;  

b. The variables of content, accuracy, format, ease of use and timeliness 
simultaneously have a positive and significant effect on customer satisfaction 
in the SIPP services of BPJS Employment, Tanjung Morawa Branch;  

c. The content variable partially has a positive and significant effect on user 
satisfaction with the SIPP BPJS Ketenagakerjaan Tanjung Morawa Branch 
service;  
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d. The accuracy variable partially has a positive but insignificant effect on user 
satisfaction with the SIPP BPJS Ketenagakerjaan Tanjung Morawa Branch 
service;  

e. The format variable partially has a positive and significant effect on user 
satisfaction with the SIPP BPJS Ketenagakerjaan Tanjung Morawa Branch 
service;  

f. The ease of use variable partially has a positive but insignificant effect on user 
satisfaction with the SIPP BPJS Ketenagakerjaan Tanjung Morawa Branch 
service;  

g. The timeliness variable partially has a positive and significant effect on user 
satisfaction with the SIPP BPJS Ketenagakerjaan Tanjung Morawa Branch 
service. 

  
ADVANCED RESEARCH 

Further research could also consider using more diverse research methods, 
such as experiments, case studies, or big data analysis, to gain a deeper 
understanding of the phenomenon under study. 
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