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Abstract 

In today's digital era, information technology plays an important role in improving 

the quality of public services. One of the innovations implemented by the Class I TPI 

Bandar Lampung Immigration Office is the use of the M-Passport application to facilitate 

the online passport application process. This study aims to analyze the effect of system 

quality, information quality, and service quality on the satisfaction of M-Passport 

application users at the Class I TPI Bandar Lampung Immigration Office. The method 

used in this study is a survey with a quantitative approach. Specifically, system quality 

has a strong influence on user satisfaction, followed by information quality and service 

quality. Positive assessments of system quality, information, and service indicate that the 

M-Passport application has met user needs in terms of reliability, ease of use, and 

response speed. Thus, this study concludes that in order to improve user satisfaction of 

the M-Passport application, the Class I TPI Bandar Lampung Immigration Office needs 

to continue to improve the quality of the system, information, and services provided. This 

study is expected to provide insight for M-Passport application managers and related 

agencies in efforts to improve public services based on information technology. 
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INTRODUCTION  

In today's digital era, information technology plays an important role in improving 

the quality of public services. One of the innovations implemented by the Class I TPI 

Bandar Lampung Immigration Office is the use of the M-Passport application to facilitate 

the online passport application process. This application is expected to increase 

efficiency, reduce queues, and provide convenience for users in accessing immigration 

services. However, although this application has good intentions, it is important to 

evaluate the extent to which the quality of the system, information, and services provided 

can affect the satisfaction of application users. 

System quality is a major factor that determines the success of an application. A 

good system must be able to provide fast, reliable, and easy-to-use performance for its 

users. In the context of the M-Passport application, system quality includes various 

technical aspects such as access speed, system stability, and ease of navigation. Users 

who feel comfortable with the system performance tend to be more satisfied and continue 

to use the application for passport administration needs. In addition to system quality, 

information quality also plays a very important role in influencing user satisfaction. The 

information presented in the application must be clear, complete, easy to understand, and 

relevant to user needs. M-Passport application users need to get accurate information 

regarding passport application procedures, document requirements, and application 

status. Poor information quality can cause user confusion, which in turn can reduce their 

level of satisfaction with the application. 

Equally important, service quality also affects user satisfaction. Good service can 

improve the user experience in using the M-Passport application. This includes 

responsiveness from officers, empathy, and ease in getting help or further information 

related to the application. Fast and friendly service can provide a sense of trust and 

comfort to users, which ultimately contributes to their satisfaction with the application. 

 

RESEARCH METHODS 

Quantitative research is a research method that emphasizes a number-based 

approach in the process of collecting, analyzing, and interpreting data. This method is 

suitable for studying phenomena that can be measured mathematically and statistically. 

Typically, data is collected from a representative population or sample, with the aim of 

identifying patterns, relationships between variables, or significant differences in the data. 

This research is often used to produce objective findings that can be generalized to a 

wider population. 
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RESULTS AND DISCUSSION 

 
The percentage of respondent characteristics based on gender can be seen in 

Figure 1, which illustrates that the majority of respondents are women, namely 71 people 

(53%), while male respondents number 62 people (47%) of the total. This shows that the 

need or application for a passport is more often submitted by women than men, indicating 

that women tend to travel abroad more often. 

 
The comparison of the percentage of respondents based on age is shown in Figure 

2. The data shows that the majority of respondents are in the age range of 24-30 years 
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(55%), followed by respondents aged 17-23 years (22%), then respondents aged 31-40 

years (17%), while respondents aged > 41 years are only 7%. 

 
Respondent characteristics based on education level are shown in Figure 3. The 

data shows that the majority of M-Passport users have a Bachelor's/S1 education 

qualification (37%), followed by respondents with a Diploma education (28%), then high 

school education (20%), and finally respondents with a Master's/S2 education which only 

reached 14%. 
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Respondents’ characteristics based on their type of work can be seen in Figure 4. 

The data shows that the majority of M-Passport users work as self-employed, as many 

as 39 people (29%). Respondents with jobs as civil servants are in the next position with 

29 people (22%), followed by private employees as many as 21 people (16%), students 

as many as 20 people (15%), and BUMN/BUMD employees and other unknown jobs each 

as many as 12 people (9%). 

 
 

Based on Table 1, as many as 628 respondents (94%) gave positive answers 

(agree and strongly agree), while 37 respondents (6%) gave negative answers (neither 

agree nor strongly disagree). 

 

 
 

Based on Table 2, descriptive statistics of system quality variables based on 133 

respondents show an average (mean) of 3.51, a median of 4, and a mode of 4. The 

standard deviation is recorded at 0.62, which is <the mean value, indicating less varied 

data. The minimum value is 1, the maximum value is 4, and the total value (sum) reaches 
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2338. In addition, the kurtosis value (data skewness) of 0.57 and skewness (data slope) 

of -1.62 are in the range of -2 to 2, indicating that the data is normally distributed. 

 

 
 

Based on Table 3, as many as 634 respondents (95.4%) gave positive answers 

(agree and strongly agree), while 31 respondents (4.6%) gave negative answers (neither 

agree nor strongly disagree). 

 

 
Based on Table 4, the descriptive statistics of the system quality variable with 133 

respondents show an average (mean) of 3.51, a median of 4, and a mode of 4. The 

standard deviation value of 0.61, which is <mean, indicates less varied data. The 

minimum value is 1, the maximum value is 4, and the total value (sum) is 2313. In addition, 

the kurtosis value (data skewness) is 0.69 and the skewness (data slope) is -0.88, both 

of which are in the range of -2 to 2, so it can be concluded that the data is normally 

distributed. 
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Based on Table 5, as many as 315 respondents (93%) gave positive answers 

(agree and strongly agree), while 24 respondents (7%) gave negative answers (neither 

agree nor strongly disagree). 

 

 
 

Based on Table 6, the descriptive statistics of the system quality variable with a 

total of 133 respondents show an average (mean of 3.43, median of 4, and mode of 4. 

The standard deviation value is recorded at 0.65, which is <mean, indicating less varied 

data. The minimum value is 1, the maximum value is 4, and the total value (sum) is 1371. 

In addition, the kurtosis value (data skewness) is -0.49 and the skewness (data slope) is 

-0.72, both of which are in the range of -2 to 2, so it can be concluded that the data is 

normally distributed. 
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Based on Table 7, as many as 682 respondents (85%) gave positive answers 

(agree and strongly agree), while 116 respondents (15%) gave negative answers (neither 

agree nor strongly disagree). 

 

 
 

Based on Table 8, the descriptive statistics of the system quality variable with 133 

respondents show an average (mean) of 3.43, a median of 4, and a mode of 4. The 

standard deviation value is recorded at 0.65, which is <mean, indicating less varied data. 

The minimum value is 1, the maximum value is 4, and the total value (sum) is 1371. In 

addition, the kurtosis value (data skewness) is -0.86 and the skewness (data slope) is -

0.34, both of which are in the range of -2 to 2, so it can be concluded that the data is 

normally distributed. 
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Figure 5 . Normality Test Results (Histogram) 

Source: Appendix 7 

Based on the histogram graph in Figure 5, it can be seen that the data pattern 

forms a bell-like curve, with the data concentration centered in the middle and thinning 

out on both sides of the histogram tail. This means that the data is normally distributed. 
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Based on the results of the Kolmogorov-Smirnov test in Table 10, the Asym. Sig. 

(2-Tailed) value or significance level is 0.69, which is > 0.50. Thus, it can be concluded 

that the residual value is normally distributed. 

 
Figure 6. Heteroscedasticity Test Results 

Source: Appendix 7 
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Based on Figure 6, it shows that the data distribution pattern in the form of points 

on the scatterplot does not form a particular pattern or is systematic, so it can be 

concluded that there is no heteroscedasticity. 

 

 
 

Based on Table 11, the results of the tolerance value calculation show that there 

are no independent variables that have a tolerance value <0.10, and there are no VIF 

values >10. This indicates that there is no multicollinearity in the regression model, so 

this regression model is suitable for use. 

 

 
 

the t table value by calculating the degrees of freedom used with the formula df = 

(n – k - 1) namely 133-3-1=129 to obtain a t table of 1.978. 
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Based on Table 13, it can be concluded that the f-count value (138.225) > f-table 

(3.07) also has a significance value of 0.000, which is far < 0.05. Thus, through this F 

test, the Ha4 hypothesis is accepted, which states that variables X1, X2, and X3 

simultaneously have a significant effect on Y of the M-Passport application. 

 

 
 

Based on Table 14, the adjusted R² value is 0.757. Based on the interpretation of 

the determination test results, this value is in the range of 0.60 - 0.79, which shows a 

strong level of relationship. This means that the independent variable is able to explain 

75.7% of the variance of the dependent variable. However, there is still 24.3% of the 

variance of the dependent variable that cannot be explained by the independent variable 

in this research model. 

 

CONCLUSION  

Based on the research above, it can be concluded: 

1. System quality has a positive and significant influence on user satisfaction of the M-

Passport application at the Class I TPI Bandar Lampung Immigration Office. This 

shows that the better the quality of the system, the higher the level of satisfaction of 

M-Passport users. Overall, these results are supported by a positive assessment from 

94% of respondents regarding the quality of the system, which is considered reliable, 
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flexible on various devices, easy to navigate, easy to learn, and has a fast response 

time. This encourages users to utilize the system as a tool in the passport application 

process. 

2. The quality of information has a positive and significant influence on the satisfaction 

of M-Passport application users at the Class I TPI Bandar Lampung Immigration 

Office. This shows that the better the quality of information, the higher the satisfaction 

of M-Passport users. Overall, these results are supported by a positive assessment 

from 99.2% of respondents regarding the quality of information, which is considered 

complete, easy to understand, well presented, relevant to needs, and delivered on 

time, making it interesting to read and increasing the understanding of application 

users. 

3. Service quality has a positive and significant influence on the satisfaction of M-

Passport application users at the Class I TPI Bandar Lampung Immigration Office. 

This shows that the better the quality of service, the higher the satisfaction of M-

Passport application users. In general, these results are supported by a positive 

assessment of 93% on service quality, which is considered reliable, responsive, and 

empathetic, thus providing a sense of comfort and building trust among application 

users. 

4. Simultaneously, the variables of system quality, information quality, and service 

quality have a positive and significant influence on the satisfaction of M-Passport 

application users at the Class I TPI Bandar Lampung Immigration Office. This is 

supported by the determination coefficient value of 75.7%, which indicates that 

system quality, information quality, and service quality have a strong influence on the 

satisfaction of M-Passport application users. 
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