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Abstract

TIX ID is an official application from PT Nusantara Elang Sejahtera, and was released to meet the needs of
users among the people of Depok. The purpose of this study is to find out whether there is an influence of
content, accurancy, format, ease of use and timeliness on the satisfaction of TIX ID application users and to
find out whether there is an influence on the level of satisfaction of TIX ID application users as a medium for
booking cinema tickets. The method used in this study is End User Computing Satisfaction (EUCS) which
consists of five factors, namely: content, accuracy, form, ease of use, and timeliness. The data collection
process was carried out by distributing questionnaires to people who use the TIX ID application in Depok.
The sampling technique uses random sampling. The data processing method carried out in this study uses
validity tests, reliability tests, and hypothesis tests processed using SPSS software. The results of hypothesis
testing there are 4 variables that have an effect, namely accuracy, format, ease of, timeliness and there is 1
variable that has no effect, namely content. Based on the correlation analysis, R2 of 0.657 showed that the
satisfaction variable could be explained by the variables content, accuracy, format, ease of use and timeliness
of 65.7%.
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1. Introduction

In today's digital era, technology-based application services are increasingly important in meeting
people's needs, including in booking entertainment tickets such as movies, concerts, and other events.
TIX ID, as one of the online-based ticket booking applications, has become a solution for users to simplify
the ticket buying process quickly and efficiently. Ease of use, quality of information, and speed of access
are the main factors that affect the level of user satisfaction of this application.

However, to maintain user loyalty, it's important to understand their level of satisfaction with the app.
Research on user satisfaction often uses the End User Computing Satisfaction (EUCS) method, which
includes dimensions such as content, accuracy, format, ease of use, and response time. The EUCS
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method consists of five independent variables, namely content, accuracy, form, ease of use and
timeliness, and one bound variable, namely satisfaction (Saputra & Kurniadi, 2019). The definition of
End User Computing Satisfaction of an information system is the overall evaluation of the users of the
information system based on their experience in using the system (Saputri & Alvin, 2020). This method
provides a comprehensive framework for evaluating the user experience in using technology-based
systems.

Depok City, as one of the regions with rapid technological development, has quite significant TIX ID
users. Therefore, user satisfaction analysis in this region is important to know the extent to which the
TIX ID application meets user expectations, as well as to provide recommendations for service
improvement.

The research gap of this study is the limited geographical focus, previous studies often measured
application user satisfaction nationally or in a wide area without paying attention to differences in local
characteristics. Depok City, as one of the urban areas with rapid technological growth, has user
characteristics that may be different compared to other regions. The research focuses on the local context,
providing more specific insights into the needs and expectations of users in the city.

The End User Computing Satisfaction (EUCS) method is often used to assess a company's information
system or business application. In the research conducted by (Darwati, 2022). However, the
implementation of this method for entertainment-based applications such as TIX ID is still limited. This
creates a gap in research that can be filled by evaluating user satisfaction of EUCS-based entertainment
applications, which include dimensions such as ease of use, information quality, and response time.

The lack of research on ticket booking applications in Indonesia is the main focus, namely on user
satisfaction evaluation. such as research conducted by (Ramadhani et al., 2023) this research aims to
improve the quality of SINTAP UNAMA website services and as a suggestion for developers. Most
research only highlights the functional aspects of the app without exploring how those factors affect the
overall user experience and satisfaction (Ramadhani et al., 2023). Many studies only measure overall
user satisfaction without deepening each of the EUCS dimensions, such as research conducted by
(Handrianto & Pratama, 2024) this research was conducted to find out how satisfied users are with the
Jaksehat application.

Previous research often only provides descriptive analysis without providing specific strategic
recommendations to improve user satisfaction. The study has the opportunity to provide relevant and
applicable recommendations for TIX ID developers, such as user interface (Ul/UX) improvements,
feature updates, or customer service improvements.

Therefore, this study seeks to fill the gap, namely by focusing on the context of location in Depok City,
applying the EUCS method in the context of entertainment applications such as TIX ID, evaluating the
satisfaction dimension in depth, and providing strategic recommendations based on research findings.
This study aims to analyze the satisfaction of TIX ID application users in Depok City using the EUCS
method. The results of the research are expected to provide insight into the strengths and weaknesses of
their services, as well as help design more effective strategies to improve the user experience.

2. Literature Review

User Satisfaction in Information Systems

User satisfaction is one of the main indicators of the success of information systems or technology-based
applications (Hidayatullah et al., 2020). Study by (Amalia & Azizah, 2022) the Information Systems
Success Model shows that system quality, information quality, and user satisfaction contribute directly
to the benefits that users feel. The End User Computing Satisfaction (EUCS) method, developed by
(Yazid et al., 2019), is one of the popular approaches to measuring end-user satisfaction through five key
dimensions: content, accuracy, format, ease of use, and response time.

44



Wirdiyanto ITS
2(1) 2024 43-51

End User Computing Satisfaction (EUCS)

The EUCS method has been widely used in various studies to evaluate user satisfaction with information
systems (Novita & Helena, 2021). According to (Anggraini, 2022), EUCS offers a framework that allows
for measurable evaluation of user interactions with technology. Research (Yang & Sihotang, 2022) found
that the EUCS method is effective for evaluating web-based systems in the context of e-commerce. Then
(Golo et al., 2021) correlates the EUCS dimension with the success rate of the system, especially in
management-based applications. However, research that specifically applies EUCS to entertainment-
based applications or online ticketing services such as TIX ID is still limited, thus opening up
opportunities for further research.

Study on Ticket Booking Apps

App-based ticketing services are increasingly popular in the digital era. Research by (Felix et al., 2024)
highlighting the importance of service quality, user interface design (UI/UX), and system reliability as
factors that affect user satisfaction of ticketing applications. However, this study still does not pay
attention to the influence of individual satisfaction dimensions as measured using EUCS. Moreover,
(Andini, 2024) conducted research on ticket booking applications in Indonesia and found that ease of
access and service speed are the main elements in improving the user experience.

Challenges and Opportunities in Increasing User Satisfaction

Although apps like TIX ID offer convenience for users, some studies reveal challenges that are often
faced, such as: Studies by (Agustin & Zayyan, 2024) shows that technical glitches such as slow response
times can significantly lower user satisfaction levels. According to (Fitrianovita, 2023), Inconsistent
information quality can lead to user distrust of application services. This study provides an opportunity
to evaluate how applications such as TIX ID can mitigate these challenges through an EUCS-based
approach.

Related research in Depok City
Research on the use of technology in Depok City shows that the city has a high rate of technology
adoption, especially among the younger generation. Study by (Alfian et al., 2024) shows that technology-
based applications in Depok need to adapt their services to local needs, such as support for digital
payments and ease of interface.

From the existing literature, it can be seen that EUCS is a relevant method to evaluate user satisfaction
of technology-based applications, including TIX ID. However, research that integrates EUCS with the
context of ticket booking applications, especially in specific areas such as Depok City, is still minimal.
This research has the potential to provide new insights into how the dimensions of EUCS affect the user
experience in entertainment-based applications.

3. Methods

The EUCS (End User Computing Satisfaction) method is a method to measure end-user satisfaction with
an information system. This research was conducted using a quantitative method. The stages of research
carried out by the researcher are as follows:

Problem Identification

As an initial stage of research, the identification of problems in this study is based on user reviews of the
TIX ID application on the Google Play Store. By identifying these issues, the TIX ID app development
team can take the right steps to improve the quality of the app and provide a better user experience.

Literature Studies

In the second step of this study, the researcher searched for and studied literature related to the research
topic. This includes scientific articles, books, journals and previous research that can be linked to be used
as references, "such as End User Computing Satisfaction (EUCS) methods and user satisfaction.

Instrument Preparation
The third step in this study, the researcher compiled an instrument with a questionnaire using a google
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form and then distributed to the respondents of the Depok community to be tested for validation and
reality.

Data Collection

The fourth step in this study is data collection, divided into two categories: primary data and secondary
data. Primary data is information obtained from responses to questionnaires that have been distributed
to respondents, while secondary data is information obtained from previous research using the End User
Computing Satisfaction (EUCS) method.

Data Analysis

The fifth step in this study is data analysis. A process that involves processing data to generate relevant
new information. In data analysis, the methods used include the F test, the T test and the Coefficient of
Determination test. Through this method, the data can be statistically analyzed to test the relationship
between the variables, significance, and the degree of strength of the relationship.

Drafting conclusions and suggestions
The last step in this study is to compile the conclusion of the research results and make suggestions for
further research.

4, Results

The questionnaire used, the results of the research, and the analysis of the thesis entitled Analysis of TIX
ID Application User Satisfaction in Depok City Using the End User Computing Satisfaction (EUCS)
Method. Variable X of this study is the variables in the EUCS Method consisting of Content (Xj),
Accuracy (X;), Format (X3), Ease of Use (X4), and Timeliness (Xs). Meanwhile, the Y Variable in this
study is User Satisfaction (Y) which is the User Satisfaction of the TIX ID application.

Normality Test

The purpose of the normality test is to check whether a group of data or variables is normally distributed.
Table 1 briefly explains the results of the data normality test used in this study. This table shows the
Kolmogorov-Smirnov (K-S) and Sig. (2-tailed) values. This helps test the normality of your data. It can
be shown in the following table 1:

Table 1. Normality Test

N 100
Normal Parameters™® Mean .0000000
Std. Deviation 2.25419163
Most Extreme Differences Absolute .102
Positive .050
Negative -.102
Test Statistics .102
Asymp. Sig. (2-tailed)* .011
Monte Carto Sig. (2-tailed)d  Sig. .008
99% Confidence Interval .013

Multicollinearity Test

The multicollinearity test is used to test whether the independent variables are highly correlated or perfect
with the regression model. The symptoms of multicollinearity can be known in the research data when
there is a high correlation between independent variables. In Table 4, the results of the multicollinearity
test show that there is a correlation between variables used in the research of the TIX ID application.
Table 2 explains the correlation coefficient and tolerance value between variables to test the level of
multicollinearity in the data, which can be seen in the following table 2:
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Table 2. Multicollinearity Test

Coefficients®
Model Unstandardized Standardize t Sig. Collinearity
Coefficients d Statistics
Coefficients
B Std. Error Beta Toleranc VIF
e
1 (Constan 1.707 2.051 .832 407
t)
X1 -.092 .068 -.128 -1.349 181 .997 1.003
X2 .097 .072 129 1.357 178 .987 1.013
X3 116 .079 139 1.463 147 .988 1.012
X4 .169 .086 .188 1.979 .051 .992 1.009
X5 175 .070 238 2.502 .014 991 1.009

a. Dependent Variable: Y

Based on Table 2 of the test results carried out, it was found that the tolerance values for the variables
X1, X2, X3, X4, X5 were above 0.10, while the VIF values for the variables X1, X2, X3, X4, X5 were
below 10. Thus, it can be concluded that the data on the variables do not show multicollinearity, in
accordance with the decision taken in the previous multicollinearity test.

Heteroscedasticity Test
The heteroscedasticity test is used to assess the existence or absence of deviations from the classical
assumptions of heteroscedasticity in the regression model. This shows that all observations have residual
variants. The working principle of the heteroscedasticity test in this study uses the Glacier test, where
independent variables are regressed to absolute residual or Abs RES. Below is table 3 of the results of the
heteroscedasticity test:

Table 3. Heteroscedasticity Test

Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
1 (Constant) 1.707 2.051 832 .407
X1_Total -.092 .068 -.128 -1.349 181
X2_Total .097 .072 129 1.357 178
X3_Total 116 .079 139 1.463 147
X4_Total .169 .086 .188 1.979 .051
X5_Total 175 .070 238 2.502 .014

a. Dependent Variable: Y

Based on table 3 above, the value of the sig X1, X2, X3, X4, X5 is greater than 0.05, so as the basis for
making decisions on the Heteroscedasticity Test using the glacier method, it can be concluded that the
data on the variable does not occur heteroscedasticity.

Test F
Table 4 shows the results of the F test conducted to test the hypothesis in the research on TIX ID
application users. If the value of Fcal is greater than the value of Ftable, it can be concluded that the
independent variable simultaneously affects the dependent variable. The following is a table of F test
results:
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Table 4. Test F

ANOVA®
Model Sum of Squares df Mean Square F Sig.
1 Regression 93.943 5 18.789 20.885 .000°
Residual 84.564 94 .900
Total 178.507 99

a. Dependent Variable: Y1
b. Predictors: (Constant), X5_Total, X1_Total, X3_Total, X4_Total, X2_Total

Based on the information in table 4, the f calculation is worth 20.885 and the f table is worth 2.31. This
shows that Fcal is greater than Ftabel (20.885 > 2.31). The table is obtained by dividing the number of
independent variables by the number of samples then subtracting 1 (n-k-1). According to this study, user
satisfaction is simultaneously influenced by content, accuracy, format, ease of use, and timeliness.

Test T

The t-test is carried out by comparing the t-value of each variable with the t-value of the table determined
based on the formula (n-k-1). Where n is the number of samples and k is the number of free variables.
The t-value of the table used in this study is 1.985. If the calculated t-value is greater than the t-value of
the table, it can be concluded that the independent variable has a significant influence on the dependent
variable. The results of the calculation table are:

Table 5. Test T

Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
1 (Constant) 1.707 .841 2.030 .045
X1_Total -.092 .028 -.234 -3.290 .001
X2_Total .097 .029 .236 3.309 .001
X3_Total 116 .033 255 3.569 .001
X4_Total .169 .035 .344 4.827 .000
X5_Total 175 .029 435 6.101 .000

a. Dependent Variable: Y1

1. From table 5, it can be seen that the calculated t value for the content variable (X1) is -3.290
with t table 1.985. This means that the value of t calculated on the content variable is not greater
than the t of the table. From these results, it can be concluded that the content variable does not
have a significant effect on the user satisfaction variable (Y).

2. From table 5, it can be seen that the calculated t value for the accuracy variable (X2) is 3.309
with t table 1.985. This means that the value of t calculated on the accuracy variable is greater
than the t table. From these results, it can be concluded that the accuracy variable has a
significant effect on the user satisfaction variable (Y).

3. From table 5, it can be seen that the calculated t value for the format variable (X3) is 3.569 with
t table 1.985. It means that the value of t calculated on the format variable is greater than the t
of the table. From these results, it can be concluded that the format variable has a significant
effect on the user satisfaction variable (Y).

4. From table 5, it can be seen that the calculated t value for the ease of use (X4) variable is 4.827
with t table 1.985. This means that the value of t calculated on the ease of use variable is greater
than the t table. From these results, it can be concluded that the ease of use variable has a
significant effect on the user satisfaction variable (Y).
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5. From table 5, it can be seen that the calculated t value for the timeliness variable (X5) is 6.101
with t table 1.985. This means that the calculated t value on the timeline variable is greater than
the t table. From these results, it can be concluded that the timeliness variable has a significant
effect on the user satisfaction variable (Y).

Coefficient of Determination Test

Table 6 shows the results of the determination coefficient (R-squared) test for the regression model used
in this study, the determination coefficient shows how much the independent variable (X) contributes in
a regression model explains the variation of the dependent variable (Y). The following is a table of the
results of the determination coefficient test:

Table 6. Coefficient of Determination Test

Model Summary
Model R R Square Adjusted R Std. Error of
Square the Estimate
1 8212 .675 .657 .694

a. Predictors: (Constant), X5, X1, X3, X4, X2

This shows that the variables Content (X1), Accuracy (X2), Format (X3), Ease of Use (X4), and
Timeliness (X5) can account for as much as 65.7% of the variation in User Satisfaction. The rest,
amounting to 35.3%, was explained by other variables that were not studied in this study.

5. Discussion

This study uses the End User Computing Satisfaction (EUCS) method to evaluate the satisfaction of
TIX ID application users in Depok City. Based on the data analyzed, the dimensions in EUCS provide
insight into the user experience and the factors that affect their satisfaction.

Content Dimensions

The content of the TIX ID application, such as movie information, screening schedules, and cinema
location details, was considered relevant by most respondents. These results show that the TIX ID
application has successfully met user expectations in providing accurate and up-to-date information.
However, there are some related inputs such as the completeness of the information, some users
complain about the lack of additional details, such as other user reviews or movie recommendations.
The suitability of content with local preferences needs to be adjusted to the culture and needs of users
in Depok City can be an opportunity to increase satisfaction.

Accuracy Dimension

The TIX ID application is considered to have a high level of accuracy in displaying information. Most
users feel that the data provided, such as ticket availability, prices, and cinema locations, corresponds
to reality. However, there were complaints from a small number of respondents related to the
discrepancy between the ticket availability information listed in the application and the actual
conditions, especially when there was a big promotion.

Format Dimensions

The format and design of the app's interface get a positive response from users. Simple, intuitive, and
user-friendly design is one of the main factors that support a good user experience. There is a need to
optimize the interface on various devices, especially for small screens. Some respondents suggested
adding more attractive visual elements to increase the app's appeal.

Ease of Use Dimensions

Ease of use is one of the dimensions with the highest score in this study. The features in the TIX ID
app, such as the navigation of the interface and the ticket purchase process, are considered simple and
easy to understand. However, there are some areas that need to be improved, namely accessibility for
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new users by adding a usage guide or a short tutorial can help new users understand the app's functions
faster.

Response Time Dimension

The app's response time, such as the speed at which it processes ticket searches and payments, is
generally rated well by users. However, at certain times such as during major promotions or popular
movie launches, the app's response time tends to decrease, causing complaints from users.

Key findings

The TIX-ID app has the power of accurate and relevant information, User-friendly interface, Ease in
the ticket purchase process. Based on the findings, there are several things that need to be improved,
namely more in-depth additional information, application performance during periods with high
traffic, and the addition of payment methods to meet the preferences of local users.

Research Implications

The results of this study provide an in-depth understanding of how the TIX ID application meets the
needs of users in Depok City. By addressing the identified shortcomings, TIX ID can increase user
loyalty and expand market share. The study also demonstrates the relevance of the EUCS method for
evaluating entertainment-based applications, providing a measurable framework for identifying the
strengths and weaknesses of the application.

6. Conclusion

From 5 factors, it can be concluded that the results of the F test on the TIX ID aliquy with the variables
content (X1), accuracy (X2), format (X3), ease of use (X4), and timeliness (X5) as a whole have a
significant impact on user satisfaction (Y). However, the T test on the content variable (X1) did not have
a significant influence on user satisfaction (Y) and the accuracy (X2), format (X3), ease of use (X4), and
timeliness (X5) variables had a significant influence on user satisfaction (Y). Content, Accuracy, Format,
Ease of Use, and Timeliness factors in the findings of this study in influencing user satisfaction by 65.7%.
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