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Abstract: The research was conducted to meet the needs of users, namely the
people of Surabaya City, for that it is necessary to have an analysis and evaluation
of the measurement of the level of user satisfaction with the population
administration information system at the Surabaya City Population and Civil
Registration Service, namely the Klampid New Generation website. The data
collection methods used were interviews, observations and questionnaires. In this
study, the system evaluation method used the PIECES method consisting of 6
aspects of Performance (performance) Information (information), Economy
(economy), Control (control), Efficiency (efficiency), and Service (service).
Analyzing the questionnaire data, descriptive statistics were carried out to
determine the characteristics of the data, validity and reliability tests to determine
the quality of valid/accurate and reliable questionnaire data. normality test,
correlation test and multiple linear regression test. Then evaluate the system by
calculating the average questionnaire results to determine the level of satisfaction.
The results of the study showed that the average level of satisfaction from the 6
aspects of the PIECES method was Performance 3.81 with the Satisfied category,
Information 4.16 with the Very Satisfied category, Economic 3.95 with the Satisfied
category, Control 4.06 with the Satisfied category, Efficiency 3.88 with the Satisfied
category, and Services 3.87 with the Satisfied category. Based on the calculation
results for each PIECES Framework variable, the total average value obtained was
3.95 with the description Satisfied, so it can be concluded that the Klampid New
Generation website provides satisfactory results for its users. 5 categories of
Satisfied and 1 Very Satisfied so that the Klampid New Generation population
administration information system is quite effective and efficient for users,
especially the people of Surabaya City and is a material for further development.
The results of linear regression show that all 6 aspects of the PIECES method have
a significant influence on user satisfaction.
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INTRODUCTION

The Surabaya Population and Civil Registration Office has the Klampid New Generation
website as a tool for digital public services. In the era of digital transformation, website
performance significantly determines the quality of public services and public satisfaction. The
PIECES method (Performance, Information, Economic, Control, Efficiency, Service) is a
comprehensive approach for evaluating an information system as a whole.

E-Lampid is one of the efforts of the Surabaya City Government in implementing
electronic Government or E-government to achieve orderly population administration in
Surabaya. Six population services can be processed online through E-Lampid, namely birth
certificates, death certificates, marriage certificates, divorce certificates, migration certificates
for moving in, and migration certificates for moving out. E-Lampid is closely related to the
concept of E-government because it is an electronic-based population administration service
(Septiani and Arundinasari, 2023).

Transparent and efficient population administration services are one of the key
prerequisites in achieving good governance. Based on observations at the Surabaya Population
and Civil Registration Office, it was found that the population administration website faces
challenges in optimizing digital services, including issues of accessibility, limited information
features, and the complexity of administrative processes that have not yet been fully integrated
optimally. To address these challenges in digital services, this research aims to analyze the
performance of the Klampid New Generation website using the PIECES method. Through this
systematic approach, it is hoped that strategic recommendations can be formulated to improve
the quality and accessibility of the digital platform for the Surabaya Population and Civil
Registration Office.

The uniqueness of this research lies in its comprehensive approach using the PIECES
method to evaluate the performance of the Klampid New Generation website. This study not only
identifies the system's weaknesses but also generates an in-depth mapping of the potential
development of more responsive, efficient, and community-needs-driven digital population
services in Surabaya. With a systematic analysis covering performance, information, economics,
control, efficiency, and service aspects, the research is expected to provide transformative
recommendations for optimizing public information systems.

The objectives of this research are to address the identified issues by implementing an
analysis and evaluation of the Klampid New Generation website using the PIECES method. The
study aims to enhance user satisfaction in accessing population administration services and
information through the website. Additionally, it seeks to assess the security level of the website
to ensure that it is safe for public access. Through these objectives, the research intends to
optimize the performance and accessibility of the digital platform for the Surabaya Population
and Civil Registration Office.

METHOD

Research Materials and Equipment
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In this research, several materials and devices were utilized, including both software
and hardware components. The software used in this study is outlined in Table 3.1, which lists
the operating system and data analysis application. The Windows 11 operating system is
employed on the hardware, and IBM SPSS is used for data processing, specifically for validity
and reliability tests. Table 3.1 highlights these software tools used for development, testing,
and data analysis.

As for the hardware, the study utilized a laptop, specifically the HP Pavilion Gaming 15
model, This laptop is equipped with a 10th Gen Intel Core i5-10300H processor running at
2.40 GHz and has 8 GB of RAM. These hardware specifications are essential for running the
software and supporting the overall research process.

Research object

The object of this research is focused on the residents of Surabaya and the
administrators of the Klampid New Generation website at the Surabaya Population and Civil
Registration Office. This group was chosen due to their crucial role in using and managing the
website, which is key to providing information to the public. The research uses purposive
sampling, targeting website users, including both the admin of the website and Surabaya
residents who have accounts on the platform and have filled out questionnaires. The
minimum sample size is 130 respondents, calculated as five times the number of statements
from all the indicators used in the study. The data used is derived from interactions between
users and the website admin, as well as related service publications. This allows for efficient
analysis without the need for direct field data collection. The study aims to reflect the
experiences and needs of both the public and the administrators, ensuring the relevance of
the developed system in improving public service quality.

Research Stages

The research process begins with problem identification to ensure the study addresses
relevant issues, followed by a literature review to deepen understanding. A questionnaire was
then designed to measure public satisfaction with the Klampid New Generation website, with
100 respondents, including Surabaya residents and website admins. The study employs the
PIECES method, with specific indicators for each variable: Performance, Information,
Economic, Control, Efficiency, and Services.

Data collection included observation, interviews, and surveys, with a focus on the
website’s performance, accessibility, security, and user experience. The data collected was
analyzed using descriptive statistics and various validity and reliability tests. Additionally, the
study utilized normality and multicollinearity tests before hypothesis testing. The data from
the questionnaires were processed and analyzed with IBM SPSS software. The user
satisfaction levels were calculated using the PIECES method, with the results categorized into
five satisfaction levels.

The final analysis evaluates the website based on the six PIECES criteria, offering
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insights into how the Klampid New Generation website performs in terms of user satisfaction,
efficiency, and service quality. The study provides actionable recommendations for improving
the website's functionality and public service delivery.

RESULTS AND DISCUSSION

This section aims to explain and elaborate on the results that have been analyzed and
described previously. The discussion seeks to identify, analyze, and even evaluate the
government's system if needed. In this study, the researcher used the PIECES method to analyze
the Klampid New Generation website, owned by the Surabaya Population and Civil Registration
Office, with users of the website as the subjects through a questionnaire.

Based on the research results described earlier, male respondents dominated with 84 out
of 130 total respondents, while the remaining respondents were female. Additionally, the
majority of respondents were over 40 years old, with most working as employees. The PIECES
method used in this research is a best practice in learning and development, aimed at
understanding and improving care for individuals with complex physical and cognitive needs, as
well as behavioral changes. To identify issues, an analysis of performance, information, economy,
security, efficiency, and services was conducted. The PIECES analysis is important as it helps
uncover underlying problems, rather than just symptoms of those issues.

In analyzing an information system, several aspects must be considered, including
performance, information, economy, security, efficiency, and services. The PIECES method is
used to identify existing problems, which can then be addressed to improve the system and
ensure it functions properly to meet its goals.

Performance Variable

The performance variable is critical in assessing how reliable a system or application is
in processing or generating information and achieving the expected goals. In this case, the
performance variable has four indicators: the website's interface is easy for users to understand,
the website works smoothly on both mobile devices and desktops without heavy animations,
and it has a comprehensive set of features such as document submission, tracking submission
status, and canceling requests. The average satisfaction score from 130 respondents is 4.05,
indicating that user satisfaction in terms of performance is categorized as "satisfied.”

Information Variable

The information variable pertains to the accuracy, relevance, and presentation of the
information provided on the Klampid New Generation website, which is vital for decision-
making by management and all stakeholders. The information variable has two indicators: the
website provides accurate service information, and the information displayed is clear and easy
to understand. The satisfaction score from the questionnaire is 4.0, indicating that users are
"satisfied" with the information provided.
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Economic Variable

The economic variable evaluates whether the interactive Klampid New Generation
website's use is worthwhile in terms of its benefits to the institution and its users. There are two
components considered in the economic evaluation: the alignment of service quality when using
features such as document submissions (e.g., family cards, death certificates, birth certificates)
and the fact that using the website is free of charge, requiring only internet access. The average
satisfaction score for this variable is 4.95, indicating that users are "very satisfied" with the
economic aspect of the website.

Control Variable

The control variable involves the system's security and the management of the website.
A website or system is ineffective if it lacks proper controls and security, making it vulnerable to
unauthorized access and damage. The control variable has three indicators: ease of use of the
website’s features, the security of personal data, and the ability to easily submit documents
without the need to visit government offices. The average satisfaction score for the control
variable is 4.05, indicating that users are "satisfied" with the control and security measures.

Efficiency Variable

The efficiency variable assesses the ability to perform tasks well, without wasting time,
effort, or resources. In this study, the efficiency of the Klampid New Generation website is
evaluated based on the time efficiency of document submissions, cost efficiency since no fees are
charged, and the convenience of not needing to visit government offices. The average satisfaction
score for the efficiency variable is 4.06, indicating that users are "satisfied" with the website's
efficiency.

Services Variable

The services variable refers to the quality of interaction between the website and its
users. In this study, services are evaluated based on how quickly and accurately the website
performs its tasks, including the proper handling of document submission requests. The
satisfaction score from the questionnaire is 4.17, indicating that users are "satisfied" with the
services provided by the website.

Based on the final scores for each PIECES variable, the smallest score is 4.05, which comes
from the control variable, while the highest score is 4.95 for the economic variable, indicating
that users are "very satisfied" with the economic aspects of the website. The overall average
satisfaction score is 4.21, which places the website in the "satisfied" category, reflecting that the
Klampid New Generation website plays an essential role in improving service quality and
providing a positive user experience.
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CONCLUSION

The evaluation of the Klampid New Generation website as a population administration
information system reveals that it has significant advantages. Based on the responses from 130
participants, the system has successfully met user satisfaction, as indicated by the PIECES
method. The evaluation results show that the system's performance in various aspects—such as
performance, information, economy, control, efficiency, and services—satisfied the users, with
an overall satisfaction score of 3.95, placing it in the "satisfied" category. This indicates that the
website is effective and efficient for users, particularly for the citizens of Surabaya, and provides
a foundation for further development.

The F-test results indicate that the PIECES Framework variables have a significant overall
effect on user satisfaction, as evidenced by the significance level of 0.000, which is less than 0.05.
Thus, the hypothesis is accepted, confirming that the independent variables—Performance,
Information, Economy, Control, Efficiency, and Services—have a significant impact on the
dependent variable, User Satisfaction. Moreover, the multiple regression analysis revealed that
Performance, Information, and Services significantly influenced User Satisfaction, while the
Economic, Control, and Efficiency variables did not show a significant impact.

Recommendations

Based on the findings and discussions in the study, several recommendations can be
made. The Surabaya Population and Civil Registration Office should continue to enhance the
quality of its services, both online and offline, by innovating and regularly updating the Klampid
New Generation website. Providing up-to-date information is crucial to improving accessibility
and transparency for the public.

For future researchers, it is recommended to further explore user experiences with the
services to gain deeper insights. Expanding the sample to include more respondents from
diverse social backgrounds will provide a more comprehensive understanding of user
satisfaction and needs. Additionally, conducting long-term studies would be valuable to assess
the impact of service improvements over time, helping to understand how public satisfaction
evolves with ongoing changes.

BIBLIOGRAPHY

Aditya, N.M.B. and Jaya, J.N.U. (2022) ‘Penerapan Metode PIECES Framework Pada Tingkat
Kepuasan Sistem Informasi Layanan Aplikasi Myindihome’, Jurnal Sistem Komputer dan
Informatika ~ (JSON), 3(3), p. 325. Available at:
https://doi.org/10.30865/json.v3i3.3964.

Choriah and Nurmiati, E. (2022) ‘Analisis Kepuasan Pengguna Whatsapp Sebagai Media
Knowledge Sharing Menggunakan Metode Pieces’, Jurnal Teknologi, 14(1), pp. 61-67.
Available at: https://jurnal.umj.ac.id/index.php/jurtek/article/view/8122.

https://journal.institutemandalika.com/index.php/jte/index 161



Muhammad Yazid Basthomi Maliki, Puteri Noraisya Primandari

Darwi, M,, Islamiyah and Jundillah, M.L. (2023) ‘Penerapan Metode PIECES Framework Sebagai
Analisis Tingkat Kepuasan Mahasiswa Dalam Penggunaan Sistem Informasi Akademik’,
Adopsi Teknologi dan Sistem Informasi (ATASI), 2(1), pp. 59-70. Available at:
https://doi.org/10.30872 /atasi.v2i1.459.

Ekawati, H. and Kusumadewi, A. (2021) ‘Evaluasi kepuasan pengguna sistem informasi
pendaftaran siswa pada lkp multi sarana informatika dengan metode pieces’.

Fahri, M.U. (2020) ‘Sistem Informasi Desa’, Sid.Kemendesa.Go.Id, p. 64.

Febriyantoro, T., Kamila, V.Z. and Jundillah, M.L. (2023) ‘Pengukuran Kinerja Website Kuliah
Kerja Nyata (KKN) Non Reguler Fakultas  Teknik Universitas Mulawarman
Menggunakan Metode Performance, Information/Data, = Economic, = Control/Security,
Efficiency, Dan Service (PIECES) Berdasarkan Perspektif Mahasiswa’, Kreatif Teknologi
dan Sistem Informasi (KRETISI), 1(1), pp. 17-23.  Available at:
https://doi.org/10.30872 /kretisi.v1i1.562.

Gunawan (2020) ‘MAHIR MENGUASAI SPSS PANDUAN PRAKTIS MENGOLAH DATA
PENELITIAN’, pp. 1-23.

Hair, J.F. et al. (2018) Multivariate Data Analysis (Sixth Edition), Gedrag & Organisatie. Available
at: https://doi.org/10.5117/2006.019.003.007.

Handayani, M. et al. (2023) ‘Sosialisasi dan Pengenalan Aplikasi Pengolahan Data SPSS pada
Mahasiswa Administrasi Kesehatan Fakultas [Imu Keolahragaan dan Kesehatan
Socialization and Introduction of the SPSS Data Processing Application to Health
Administration Students of the Faculty’, 1(2).

Hardani, Helmina Andriani, Jumari Ustiawaty, Evi Fatmi Utami, Ria Rahmatul Istiqomah,
Roushandy Asri Fardani, Dhika Juliana Sukmana, N.H.A. (2020) Buku Metode Penelitian
Kualitatif, Revista Brasileira de Linguistica Aplicada.

Icel, F. and Suparni (2024) ‘PENERAPAN METODE PIECES FRAMEWORK UNTUK
MENGANALISA’, 8(4), pp- 1-10.

IG Wahyu Sanjaya (2023) ‘Electronic Procurement Website Service Quality and Customer
Loyalty Using The Pieces Method, A Case Study of The Denpasar City Government’, Jurnal
Nasional Pendidikan Teknik Informatika (JANAPATI), 12(2), pp- 294-303. Available at:
https://doi.org/10.23887 /janapati.v12i2.61325.

Jayawardhana, E., Utomo, T.P. and Miftakhul, M. (2025) ‘PEMANFAATAN METODE PIECES
UNTUK MENGANALISIS KINERJA SISTEM PENDATAAN ONLINE PADA APLIKASI FASIH’,
15(2), pp- 383 392.

Junaidi (2023) ‘LAMPIRAN Lampiran 1. Tabel R-Hitung Tabel R-Hitung’, pp. 55-71. Available at:

https://repository.ipb.ac.id/jspui/bitstream/123456789/106605/5/Lampiran.pdf.

Kinanti, N., Putri, A. and Dwi, A. (2021) ‘Application of the PIECES Framework as an Evaluation
of Student Satisfaction Levels on the Use of the Integrated Academic Information System
(SIAKADU) at Universitas Negeri Surabaya’, Journal of Emerging Information System and
Business Intelligence (JEISBI), 2(2), pp- 78-84. Available
at:https://ejournal.unesa.ac.id/index.php/JEISBI/article/view /39730

Malioy, R.J. Sediyono, E. and Maria, E. (2024) ‘Evaluasi Kepuasan Pengguna Website
Menggunakan Framework PIECES: Studi Pada Pemerintah Kabupaten Maluku Barat Daya’,
Jurnal Sistem Informasi Bisnis, 14(2), pp. 171-180. Available at:

https://journal.institutemandalika.com/index.php/jte/index 162



Muhammad Yazid Basthomi Maliki, Puteri Noraisya Primandari

https://doi.org/10.21456 /vol14iss2pp171 180.

Mardiatmoko, G. (2020) ‘PENTINGNYA UJI ASUMSI KLASIK PADA ANALISIS REGRESI LINIER
BERGANDA (STUDI KASUS PENYUSUNAN PERSAMAAN ALLOMETRIK KENARI MUDA
[CANARIUM INDICUM L .]) The Importance of the Classical Assumption Test in Multiple
Linear Regression Analysis (A Case Study of the Preparation of the Allometric Equation of
Young Walnuts)’, 14(3), pp. 333-342.

Mukhadharoh, R.M.,, Jundillah, M.L. and Islamiyah, 1. (2023) ‘Analisis Kepuasan Pengguna
Website Beasiswa Kalimantan Timur (BKT) Pada Mahasiswa Menggunakan Metode
Pieces (Performance, Information, Economics, Control dan Security, Efficiency, Service)’,
Kreatif Teknologi dan Sistem Informasi (KRETISI), 1(2), pp. 75-83. Available at:
https://doi.org/10.30872 /kretisi.v1i2.832.

Muliansah, R. and Budihartanti, C. (2020) ‘Analisa Pemanfaatan e-Puskesmas di Loket
Pendaftaran pada Puskesmas Kecamatan Pademangan dengan Metode PIECES’, Journal of
Computer Science and Engineering (JCSE), 1(1), pp. 17-29. Available at:
https://doi.org/10.36596/jcse.v1il.22.

Ni Wayan Wardani et al. (2023) ‘Analisis Kualitas Layanan Dan Pengguna Aplikasi Ovo
Terhadap Kepuasan Pelanggan Menggunakan Pieces Framework’, Jurnal Manajemen dan
Teknologi Informasi, 13(2), pp. 123-132. Available at:
https://doi.org/10.59819/jmti.v13i2.3205.

Pangentasan, E.B. and Maria, E. (2023) ‘Penerapan PIECES Frameworkdalam Analisis Kepuasan
Pengguna F-Learn UKSW saat Pandemi Covid-19’, |. Sistem Info. Bisnis, 13(1), pp. 60-69.
Available at: https://doi.org/10.21456/vol13iss1pp60-69.

Primadewi, A., Purnomo, T.A. and Sasongko, D. (2021) ‘Analisa Perancangan Sistem
Pengelolaan Data UMKM berdasarkan Business Intelligence Development Model
Framework’, Jurnal Sistem Komputer dan Informatika (JSON), 3(2), p. 209. Available at:

https://doi.org/10.30865/json.v3i2.3587.

Ramanda, K. and Abadi, M.S. (2024) ‘Evaluasi Tingkat Keberhasilan Aplikasi Tije Menggunakan
Metode Pieces Framework’, Jurnal Teknologi Sistem Informasi, 5(1), pp. 24-35. Available
at: https://doi.org/10.35957 /jtsi.v5i1.6252.

Septiani, D., Ruhama, S. and Astuti, I. (2023) ‘Implementasi Metode Pieces Untuk Menganalisis
Tingkat Kepuasan Pengguna Aplikasi PeduliLindungi’, JIKI (Jurnal Ilmu Komputer dan
Informatika), 4(1), pp. 53-64.

Septiani, I.N. and Arundinasari, I. (2023) ‘Tipologi Inovasi Pelayanan Sektor Publik: Klampid
New Generation (KNG) Pada Kota Surabaya’, PUBLIKA: Jurnal [Imu Administrasi Publik,
9(2), pp. 189-203. Available at: https://doi.org/10.25299/jiap.2023.13614.

Sofyan, A. et al. (2024) ‘Analysis Implementation of Hospital Management Information System
(SIMRS) at Place of Inpatient Registration (TPPRI) Using The PIECES Method at The
Ajibarang GovernmentHospital’, 6(2), pp. 85-92.

Sugiarto (2016) ‘SISTEM INFORMASI ADMINISTRASI KEPENDUDUKAN E-DESA BERBASIS
WEB (STUDI KASUS: DESA SAWAH KEC. KUANTAN TENGAH, KAB. KUANSING)’, 4(1), pp-
1-23.

Syukron, A. (2019) ‘Jurnal Bianglala Informatika PERANCANGAN SISTEM INFORMASI
ADMINISTRASI KEPENDUDUKAN DESA BERBASIS WEBSITE PADA DESA WINONG

https://journal.institutemandalika.com/index.php/jte/index 163



Muhammad Yazid Basthomi Maliki, Puteri Noraisya Primandari

Akhmad Syukron’, Jurnal Bianglala Informatika, 7(1), pp. 16-21.

Tullah, R. and Hanafri, M.I. (2014) ‘Evaluasi Penerapan Sistem Informasi Pada Politeknik LP3I
Jakarta Dengan Metode Pieces’, Jurnal Sisfotek Global, 4(1), pp. 22-28.

Wilson, J. et al. (2021) ‘Pelatihan Pengolahan Data Statistik Dengan Aplikasi SPSS’, pp. 82-87.

https://journal.institutemandalika.com/index.php/jte/index 164



