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Abstract 
 
Acceleration of licensing services in Indonesia is needed to increase the ease of doing business (EODB) ranking. The 
Indonesian government has created an electronic integrated licensing service portal known as the Online Single 
Submission (OSS) system which is managed by the Investment Coordinating Board, where in its implementation with 
42% delay in the completion of the Business Trading License (SIUP) by October 2020. This research aims to make a 
design to improve the service quality of SIUP through OSS based on priority services involving 51 respondents. The 
method used in this research is e-SQual to determine gap scoring between perceptions and expectations of service 
quality for business trading license in electronic integrated licensing service via OSS system and Kano Model is used 
to identify improvement attributes and service improvement priorities that may be implemented by Investment 
Coordinating Board as system service providers. This research produces priority service quality improvements that 
are expected by the community as service users for better system. 
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1. Introduction 
Increasing the Ease of Doing Business (EODB) ranking is one of the Government’s way to attract foreign investors 
to invest in Indonesia. In measuring the quality of country’s business regulations, doing business ranking is becoming 
the “gold standard”. The ease of doing business ranking have been adopted by several countries and subnational 
economies as the main performance indicator (Tan, Gopalan, et al., 2018). The convenience factor seeks to address 
concerns that investors may have before making a decision to invest in foreign country. These factors can determine 
the success or failure of international ventures (Morris & Aziz, 2011). 
 
Doing Business (DB) benchmarks the regulatory aspects of business and uses specific case examples with standardized 
assumptions for each indicator in 190 countries. The assessment indicators of DB are starting a business, getting 
electricity, dealing with construction permits, property registration, paying taxes, trading across borders, getting credit, 
protecting minority investors, enforcing contracts, and resolving insolvency (Tan, Amri, et al., 2018; World Bank 
Group, 2020). Currently based on the ease of doing business survey conducted by the World Bank, Indonesia is ranked 
73 out of 190 countries, still in the same rank as last year, while the government is targeting Indonesia to be in 40th 
place (Jingga, 2020). One of the indicators which becomes the government’s concern for ranking improvement is 
starting a business indicator which business trading license (SIUP) is included. Currently Indonesia is ranked 140, 
under the ranking of ASEAN countries, namely Singapore at 4th place, Malaysia at 126th place, Vietnam at 115th 
place and Thailand at 47th place. 
 
Online Single Submission (OSS) is an integrated licensing system as an implementation of Government of Indonesia 
Regulation (PP) Number 24 year 2018 which has the goal of accelerating the receipt of incoming documents, cutting 
the bureaucratic chain and making all licenses from the center to the regions into an electronically integrated unit 
(Muazansyah, 2020). The implementation of OSS is one of the steps taken by the government of Indonesia in carrying 
out licensing reform and simplification on the ease of doing business index, especially for starting a business indicator. 
All attributes of governance have a positive and significant relationship with ease of doing business index (Handoyo, 
2017). Local governments that already have an application-based independent licensing system are obliged to integrate 
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their licensing system with the OSS system, where the OSS system becomes the gateway to the local government 
service system and becomes the main reference in implementing business licensing. 
 
The implementation in local government, OSS has faced some obstacles that is: the application of e-government-based 
services to the community there are still many things that need to be prepared, the community feels the OSS system 
is not yet feasible, the supporting infrastructure has not been prepared, local government takes full responsibility 
regarding any legal actions to licenses (Muazansyah, 2020). Online Single Submission (OSS) based on the dimensions 
of the quality is still lack of understanding from respondents to the system (Solikah, 2019). The licensing database in 
OSS is also not clearly classified. As a result, local governments have to enter data manually which causes the process 
of issuing a permit takes a long time  (Mahardhika, 2019). Many local governments that already have application-
based independent regional licensing systems are not integrated with the OSS system yet. In fact, major business 
province such as DKI Jakarta, have only integrated its licensing system and OSS licensing systems only for business 
trading license (SIUP) (Komite Pemantauan Pelaksanaan Otonomi Daerah, 2019). 
 
Based on data given by Investment and One Stop Integrated Service Agency of Jakarta Provincial Government 
(DPMPTSP DKI Jakarta), the percentage of late issuance until October 2020 reach 73% highest (in June) and 42% in 
average. The percentage of delays in issuing business trading license (SIUP) through OSS until October 2020 exceeds 
the SLA and it will affect the perception of service quality users of integrated electronic licensing services. The 
government should be answerable to citizens about service quality offered by new e-government systems because e-
government systems is built and maintenance from citizen’s taxes (Bhattacharya et al., 2012). 
 
This paper proposes a design to improve the service quality of SIUP through OSS based on priority services involving 
51 respondents. The method used in this research is e-SQual to determine gap scoring between perceptions and 
expectations of OSS system users and Kano Model to identify improvement attributes and service improvement 
priorities in OSS system. This research produces priority service quality improvements that are expected by the 
community as service users that can be used by service provider to improve the service and translate the user’s 
expectation into the technical responses of improvements from OSS system. 
 
1.1 Objectives 
Since the acceleration of licensing services in Indonesia is needed to upgrade the ease of doing business (EODB) 
ranking in order to attract more investors, this research aims to make a design to improve the service quality of business 
trading license (SIUP) through OSS system which can be detailed as follows: identifying service quality attributes 
that have hindered SIUP licensing services through OSS, determining the attributes of service quality that need to be 
improved in order to meet user expectations and also the attributes that need to be innovated in order to increase the 
perception of service users and performing a plan to improve the quality of SIUP licensing services through OSS 
based on the attributes that are priority services. 
 
2. Literature Review 
The government of Indonesia in order to accelerate and facilitate licensing services has issued Government of 
Indonesia Regulation (PP) Number 24 year 2018 about Electronically Integrated Business Licensing Services where 
the e-government website / portal is built as the main source of government information and an effective means of 
government communication to community, and for information dissemination as well (Hendradjaya & Praptini, 2016; 
Rasool et al., 2019). E-government is increasingly recognized as the main facilitator for changing public governance 
and it also increases the transparency, efficiency and accessibility of public services (Kumar et al., 2017; Sachan et 
al., 2018). In order to improve the e-government service system, the quality of e-government services needs to be 
evaluated on the basis of service user satisfaction and future use intentions. (Bhattacharya et al., 2012). The service 
quality is assessed in order to know the customer’s satisfaction impact in many fields such as in low cost airline service 
(Dachyar & Siva, 2016), the quality of service and priority of improvement in hospital (Dachyar et al., 2018), customer 
loyalty improvement in chemical trading company (Sari et al., 2015), and many more. 
 
2.1 E-SQual and e-RecsQual 

Many studies have been conducted to measure electronic service quality (e-SQ). Web 2.0 applications in government 
web sites is conducted to measure the performance of the site (Chua et al., 2012), E-service quality model for Indian 
government portals (Bhattacharya et al., 2012), GQM (Goal-Question-Metrics) approach to determine the required 
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metrics that are related to the proposed quality attributes in e-government (Hendradjaya & Praptini, 2016), quality 
measurement in e-government services based on public sector employee’s perspective (Janita & Miranda, 2018), e-
GovQual for measuring the service quality delivered by governmental web- sites which consist of four-dimensional, 
21-item scale (Papadomichelaki & Mentzas, 2012), citizens’ assessment of the information quality of e-government 
websites in Pakistan (Rasool et al., 2019) and many more. 

The more research, the more various dimensions are generated to measure service quality electronically. The basic E-
SQUAL scale consists of 4 dimensions, namely efficiency, system availability, fulfillment, and privacy (Parasuraman 
et al., 2005). The main dimensions of e-SQUAL proposed by Ladhari (2010) are reliability or fulfillment, 
responsiveness, usability, privacy or security, web design, and information quality or benefit. In measuring the quality 
of web-based services or Web-based service quality, there are 11 proposed dimensions, namely reliability, access, 
flexibility, responsiveness, ease of navigation, assurance / trust, security, efficiency, site aesthetics, customization / 
personalization, and quality of information ( KC Tan et al., 2003). In the application of e-government, there are 10 
dimensions of service quality that directly affect the existence of effective services performed by local governments 
electronically (Sá et al., 2016, 2017) government website service quality does not only include dimensions of system 
quality and quality of information (A. Parasuraman et al., 2005; A. A. Parasuraman et al., 1991) but also include more 
dimensions namely empathy, playfulness, interactivity and aesthetic appeal (Chua et al., 2012). 

2.2 Kano Model 

Kano model was developed by Dr. Noriaki Kano and his colleagues in 1984 (Kano et al., 1984). Kano was developed 
to categorize the attributes of a product or service, based on how well they are able to satisfy customer needs. The 
Kano model classifies product and service attributes into three categories: (i) Must-be or basic attributes. This attribute 
fulfills the basic functions or basic needs of service users that must be present in a product or service. If this attribute 
is missing or the performance is not good, then service users will be very dissatisfied. On the contrary, if this attribute 
exists or has adequate performance then it does not bring satisfaction to service users because the service user is a 
prerequisite, (ii) a one-dimensional or performance attribute. This attribute has satisfaction proportional to the level 
of performance - the higher the performance, the higher the satisfaction of service users and vice versa, and (iii) 
Attractive or joyful attributes. If this attribute is fulfilled, it will increase the satisfaction of service users, but if it is 
not fulfilled it does not make service users dissatisfied (Coleman, 2017; Rodhiani et al., 2020; Terzakis et al., 2012; 
Tontini, 2007; Yang, 2005) 

 
2.3 Integrating E-SQual and Kano Model 

The e-SQual method was originally started from the SERVQUAL method. SERVQUAL is used to find out how 
customers perceive the services provided, to what extent can they meet customer expectations. In addition, 
SERVQUAL can also identify specific areas of superior service and what are the weaknesses. In many research-
related services, SERVQUAL is usually focused on improving service quality and provide input into the innovation 
process at the same time. Kano Model is needed to be integrated with SERVQUAL to categorizes product or service 
attributes based on how well Kano's attributes can meet needs customer. The Kano model can complement 
SERVQUAL in prioritizing improvements to company deficiencies based on need categories which can lead to the 
highest customer satisfaction (Garibay et al., 2010; Pawitra & Tan, 2001).  

On the same principle as the SERVQUAL method, e-SQual is also integrated with Kano model to provide an effective 
approach to categorizing customer attributes and helps understand the nature of those attributes. The Kano model can 
help categorizing the measurement of customer satisfaction attributes based on the relationship between performance 
and customer satisfaction. The integration of the Kano and e-SQual models assumes that the relationship between 
performance and customer satisfaction is not always linear (Suzianti, 2018) 

 
3. Methods 
This research was conducted in 7 stages, namely: problem identification, literature review, data collection by 
constructing questionnaires with the e-SQual, data processing using the e-SQual method, data processing using the 
Kano Model method, analysis and recommendations, conclusions and suggestions. 

3.1 e-SQual and e-RecsQual Dimensions 
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Constructing questionnaire using e-SQual and e-RecsQual dimensions and selecting service quality attributes using 
e-SQual, e-RecsQual and e-GovQual attributes. This early questionnaire is involving experts including service 
providers and service users of Online Single Submission (OSS) systems, 5 persons in total. After that, experts are 
asked to fill the questionnaire using 4 likert scale (Very Unimportant, Unimportant, Important, Very Important). The 
measurement of this questionnaire using Geometric Mean Analysis. Based on focus group discussion with the expert, 
questions with geomean value more than 3,5 will be used as fixed questions and questions with geomean value less 
than 3,5 will be eliminated. 

Fixed questionnaire will be distributed to service users. Validity and reliability testing are used based on respondents 
to see if the questionnaire is valid and reliable. The validity test is performed to measure the accuracy of a variable 
related to its function in a research and also can be considered as the degree of accuracy of the measuring instrument 
against the object being measured. The reliability test is performed to measure the level of consistency or stability of 
the questionnaire data. 

3.2 Kano Model 

Steps in Kano model is categorizing attributes based on Kano model, identify the Kano category for each attribute to 
see how the impact of those attributes to service satisfaction (Attractive, One-dimensional, and Must-be), give the 
Kano’s scoring for Attractive, One-dimensional, and Must-be attributes, measure the level of importance of each 
attributes, and sort the highest score of attributes (Pawitra & Tan, 2001) 

4. Data Collection 
At first, there are 40 questions in construction questionnaires and after being eliminated by expert using geomean 
value more than 3.5, there are 32 questions left. From 51 respondents, validity and reliability test are conducted and 
the result is valid and reliable. Each attribute’s score are calculated and gap score between service quality perception 
and service quality expectation is calculated as well and strength weakness attributes are determined. Attributes 
categorization by using Kano Model is used to observe which attributes are affecting user’s satisfaction. 
The gap score of service quality perception and expectation and attributes categorization is shown in Table 1. 
 

Table 1. Gap Scoring of service quality and Kano attributes categorization 
 

Service Quality Attributes Expectation Perception Gap Quality 

1 The site makes it easy to find what I need 3,55 3,08 -0,47 weak 

2 The site allows me to quickly complete licensing applications 3,57 3,14 -0,43 weak 

3 The site loads its pages fast 3,35 3,02 -0,33 weak 
4 The site is simple to use 3,39 3,08 -0,31 weak 
5 The site is well organized 3,31 3,10 -0,22 weak 
6 The site has a URL address that is easy to remember 3,49 3,41 -0,08 weak 
7 The site has well organized information 3,33 3,14 -0,20 weak 
8 The site provides information accuracy 3,47 3,12 -0,35 weak 
9 The information of this site is updating regularly 3,61 3,16 -0,45 weak 

10 Acquisition of username and password in this site is secure 3,88 3,49 -0,39 weak 

11 Data provided by users in this site are archived securely 3,82 3,49 -0,33 weak 
12 Personal information in this site is not shared to other party 3,78 3,41 -0,37 weak 

13 The site is always available and can be accessed anytime 3,67 3,27 -0,39 weak 

14 The site can be launched and run right away 3,63 3,12 -0,51 weak 

15 The site does not experience any failures or crash while 
running 

3,47 2,86 -0,61 weak 

16 The pages on this site do not freeze when I upload the required 
documents for licensing 

3,47 2,96 -0,51 weak 
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Service Quality Attributes Expectation Perception Gap Quality 

17 The site can be reached anywhere by using any devices 3,65 3,16 -0,49 weak 

18 This site has the capability to perform the promised services 
accurately 

3,65 2,84 -0,80 weak 

19 The site provides services in time 3,55 2,75 -0,80 weak 
20 The site provides the conformity of existing information with 

reality 
3,57 2,88 -0,69 weak 

21 The site provides options to correct and update licensing data 3,59 3,02 -0,57 weak 

22 The site handles the process of correcting and updating the 
licensing data well 

3,51 3,02 -0,49 weak 

23 The site offers a guarantee of the authenticity of the licenses 
issued 

3,76 3,59 -0,18 weak 

24 The site provides notification when the permit application is 
not processed or rejected 

3,59 3,08 -0,51 weak 

25 The site takes care of the problem immediately 3,51 2,69 -0,82 weak 
26 The site provides a contact number if there are any problems 

when running the features on the site 
3,51 2,90 -0,61 weak 

27 The site has customer care available online 3,53 2,80 -0,73 weak 

28 The site offers to talk directly to customer care if the problems 
cannot be resolved or the information on the site is still unclear 

3,49 2,55 -0,94 weak 

29 The staff shows genuine interest in solving customer's 
problems 

3,57 2,84 -0,73 weak 

30 The staff provides quick answers to customer's questions 3,67 2,80 -0,86 weak 

31 The staff has good knowledge to answer questions 3,67 3,02 -0,65 weak 

32 The staff has the ability to provide trust and confidence to 
customers 

3,71 3,00 -0,71 weak 

 
The gap score is obtained from the difference between user expectations and user perceptions. If the gap score is 
negative, then the attribute needs to be improved (weak) and if the score is positive it means that the attribute needs 
to be maintained for its service quality (strong). From table 1 it is found that all service attributes on business trading 
licensing service in electronic integrated service (OSS system) are negative so that all attributes need to be improved. 

 
After obtaining the service quality gap, then the attribute categorization is carried out using the Kano method to see 
the extent to which the attributes influence customer satisfaction. Each attribute is categorized using the Kano model 
table and the dominant category of each attribute is selected. For service quality improvement, Kano's category 
"Attractive", "One-dimensional", and "Must-be" will be selected. Based on the processed data from 51 respondents, 
it is obtained 0 categories of Kano "Attractive", 2 categories of "Indifferent", 8 categories of "One-dimensional", and 
22 categories of "Must-be".  
 
5. Results and Discussion 
From table 1, all attributes have negative scores which means customer’s expectation is higher than customer’s 
perception so all attributes have the chance to be improved. From 32 attributes, there are 30 attributes that will be 
improved based on Attractive, One-dimensional, and Must-be category. Each category will be scored “4”, “2”, and 
“1”, so attributes with ‘weak attribute’ and ‘attractive’, ‘one-dimensional’ and ‘must-be’ category will be scored to 
get importance level. Once the importance level score is obtained, then the score will be sorted from highest score to 
lowest score as is follows in Table 2. 
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Table 2. Results of Attribute’s Importance Level Scoring 

 
Service Quality Attributes Gap Quality Kano 

Category 
Kano 

Scoring 
Importance 

Level 
26 The site provides a contact number if there are any 

problems when running the features on the site 
-0,61 weak O 2 1,216 

14 The site can be launched and run right away -0,51 weak O 2 1,020 

28 The site offers to talk directly to customer care if 
the problems cannot be resolved or the information 
on the site is still unclear 

-0,94 weak M 1 0,941 

30 The staff provides quick answers to customer's 
questions 

-0,86 weak M 1 0,863 

25 The site takes care of the problem immediately -0,82 weak M 1 0,824 
18 This site has the capability to perform the promised 

services accurately 
-0,80 weak M 1 0,804 

19 The site provides services in time -0,80 weak M 1 0,804 
10 Acquisition of username and password in this site 

is secure 
-0,39 weak O 2 0,784 

13 The site is always available and can be accessed 
anytime 

-0,39 weak O 2 0,784 

12 Personal information in this site is not shared to 
other party 

-0,37 weak O/M 2 0,745 

27 The site has customer care available online -0,73 weak M 1 0,725 
29 The staff shows genuine interest in solving 

customer's problems 
-0,73 weak M 1 0,725 

32 The staff has the ability to provide trust and 
confidence to customers 

-0,71 weak M 1 0,706 

20 The site provides the conformity of existing 
information with reality 

-0,69 weak M 1 0,686 

11 Data provided by users in this site are archived 
securely 

-0,33 weak O 2 0,667 

31 The staff has good knowledge to answer questions -0,65 weak M 1 0,647 

15 The site does not experience any failures or crash 
while running 

-0,61 weak M 1 0,608 

21 The site provides options to correct and update 
licensing data 

-0,57 weak M 1 0,569 

16 The pages on this site do not freeze when I upload 
the required documents for licensing 

-0,51 weak M 1 0,510 

24 The site provides notification when the permit 
application is not processed or rejected 

-0,51 weak M 1 0,510 

17 The site can be reached anywhere by using any 
devices 

-0,49 weak M 1 0,490 

22 The site handles the process of correcting and 
updating the licensing data well 

-0,49 weak M 1 0,490 

1 The site makes it easy to find what I need -0,47 weak M 1 0,471 

9 The information of this site is updating regularly -0,45 weak M 1 0,451 

2 The site allows me to quickly complete licensing 
applications 

-0,43 weak M 1 0,431 
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Service Quality Attributes Gap Quality Kano 
Category 

Kano 
Scoring 

Importance 
Level 

8 The site provides information accuracy -0,35 weak M 1 0,353 

23 The site offers a guarantee of the authenticity of the 
licenses issued 

-0,18 weak O 2 0,353 

3 The site loads its pages fast -0,33 weak M 1 0,333 
4 The site is simple to use -0,31 weak M 1 0,314 
6 The site has a URL address that is easy to 

remember 
-0,08 weak O 2 0,157 

 
Based on table 2 by using Kano model for quality measurement, it is found that attributes number 26 “The site provides 
a contact number if there are any problems when running the features on the site” is the attribute that has the highest 
score and requires special attention to be improved. With the availability of telephone numbers that can be contacted, 
it makes OSS service users feel at ease because they get service whenever they need it. Next is attribute number 14 
"The site can be launched and run right away" which is a potential attribute for improvement where users want speed 
in accessing the website and no crashes or delays when accessing the website.  
 
5.3 Proposed Improvements 
Based on the data obtained in table 2, the importance level has been sorted from the largest score to the smallest score 
and the result is attributes number 26, 14, and 28 are the three main priorities attribute that need to be improved, so 
the user of OSS system for business trading license increases. By categorizing attributes based on their relationship 
with service user needs has different results by only calculating the gap between perceptions and expectations of 
service users. The result of e-SQual method is attributes number 28, 30, and 25 are the three main priorities that need 
improvement, in contrast to the priority when using Kano Model as shown in Table 3. 
 

Table 3. Comparison of Service Improvement Priority using e-SQual Method and Kano Model 
 

Service 
Quality 

Attributes 
Number 

Gap Service 
Quality 

Attributes 
Number 

Gap Service 
Quality 

Attributes 
Number 

Importance 
Level 

Service 
Quality 

Attributes 
Number 

Importance 
Level 

28* 0,941 17 0,490 26* 1,216 15 0,608 
30* 0,863 22 0,490 14* 1,020 21 0,569 
25* 0,824 1 0,471 28* 0,941 16 0,510 
18 0,804 9 0,451 30 0,863 24 0,510 
19 0,804 2 0,431 25 0,824 17 0,490 
27 0,725 10 0,392 18 0,804 22 0,490 
29 0,725 13 0,392 19 0,804 1 0,471 
32 0,706 12 0,373 10 0,784 9 0,451 
20 0,686 8 0,353 13 0,784 2 0,431 
31 0,647 11 0,333 12 0,745 8 0,353 
26 0,608 3 0,333 27 0,725 23 0,353 
15 0,608 4 0,314 29 0,725 3 0,333 
21 0,569 5 0,216 32 0,706 4 0,314 
14 0,510 7 0,196 20 0,686 6 0,157 
16 0,510 23 0,176 11 0,667 5 0 
24 0,510 6 0,078 31 0,647 7 0 
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According to the e-SQual method, the attributes “The site offers to talk directly to customer care if the problems 
cannot be resolved or the information on the site is still unclear”, “The staff provides quick answers to customer's 
questions”, and “The site takes care of the problem immediately” are the attributes that should be improved because 
they have the highest gap score among other attributes, meanwhile according to Kano Model the attributes “The site 
provides a contact number if there are any problems when running the features on the site”, “The site can be launched 
and run right away” and “The site offers to talk directly to customer care if the problems cannot be resolved or the 
information on the site is still unclear” are the attributes that need improvements. Kano model calculates the gap and 
the level of user needs so that importance level represents service user’s needs if the improvement is conducted in 
those attributes, it will increase the satisfaction of business trading license service quality. 
 
5.4 Validation 
Validity and reliability test of e-SQual and e-RecsQual questionnaire are done to measure correlation coefficient of 
32 attributes to 51 respondents by using SPSS Software. Validity test is using Bivariate Pearson correlation (Pearson’s 
Moment Product) and the formula is as follows and the result of validity test using Pearson’s Moment Product formula 
is shown in Table 4. 

𝑟𝑟𝑥𝑥,𝑦𝑦 =
𝑛𝑛𝑛𝑛𝑛𝑛𝑛𝑛 − (𝑛𝑛𝑛𝑛)(𝑛𝑛𝑛𝑛)

�(𝑛𝑛(𝑛𝑛𝑛𝑛2 − (𝑛𝑛𝑛𝑛)2)(𝑛𝑛𝑛𝑛𝑛𝑛2 − (𝑛𝑛𝑛𝑛)2)
 

 
Table 4. Result of validity test using Pearson’s Moment Product 

 
Number Pearson 

Correlation 
Number Pearson 

Correlation  
P1 .610** P17 .742**  
P2 .668** P18 .789**  
P3 .664** P19 .759**  
P4 .671** P20 .767**  
P5 .592** P21 .706**  
P6 .592** P22 .705**  
P7 .687** P23 .528**  
P8 .813** P24 .707**  
P9 .786** P25 .809**  

P10 .695** P26 .770**  
P11 .679** P27 .741**  
P12 .647** P28 .714**  
P13 .612** P29 .690**  
P14 .744** P30 .736**  
P15 .632** P31 .721**  
P16 .452** P32 .666**  

 
The result of validity test in table 4 indicates that all attributes has Pearson Correlation score more than r table which 
can be concluded that all attributes are valid, for instance attributes number 1 has score 0,61 higher than r table 0,2759 
so attribute number 1 is valid.  
After running the validity test next reliability test of the instrument using the Alpha Cronbach is done to measure the 
level of consistency or stability of the questionnaire data by using the formula as follows: 

𝑟𝑟11 = (
𝑘𝑘

𝑘𝑘 − 1
)(1 −

𝑛𝑛𝜎𝜎2𝑏𝑏
𝜎𝜎2𝑡𝑡

) 
 
The result of reliability test using the Alpha Cronbach formula is shown in Table 5 as follows. 
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Table 5. Result of reliability test using Alpha Cronbach’s formula 
 

Reliability Statistics 

Cronbach's Alpha N of Items 
0,963 32 

 
The level of reliability from table 5 is empirically indicated by a number called the reliability coefficient value. High 
reliability is indicated by the value of r11 close to number 1. The reliability is considered satisfactory if ≥ 0.700. Since 
Cronbach’s alpha is 0,963, so the reliability is perfect. 
 
6. Conclusion 
Based on data above e-SQual and e-RecsQual method obtain negative gap scores for all service attributes which means 
all those attributes are possible to be improved. By integrating Kano model into e-SQual and e-RecsQual method is 
implicated to the importance level which means there is a different priority improvement. There are three main 
attributes that should become improvement focus because of having high importance level “The site provides a contact 
number if there are any problems when running the features on the site”, “The site can be launched and run right 
away”, and “The site offers to talk directly to customer care if the problems cannot be resolved or the information on 
the site is still unclear”. The Investment Coordinating Board as the OSS system provider need to use this information 
as the initial basis to conduct system improvement. Recommendation for the next research is collecting more 
respondents so it will represent the real needs of business trading license service users and the also technical responses 
are also needed from the service provider so that the decision-making process in service improvement can be carried 
out appropriately and considering the needs of service users. 
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