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Abstract: Digital transformation in vehicle type approval services at Balai Pengujian Laik Jalan
dan Sertifikasi Kendaraan Bermotor (BPLISKB) Bekasi is reflected in the use of Vehicle Type
Approval (VTA) Online. This study aims to analyze management information system
strengthening strategies to improve customer satisfaction in motor vehicle type testing services.
A qualitative descriptive approach was applied through document analysis and literature review
using the DeLone and McLean Information System Success Model and SERVQUAL. The
results indicate that VTA Online supports broader access, faster administrative processes,
clearer status monitoring, and better service documentation. However, service performance has
not been fully optimized because manual and digital procedures still operate in parallel,
laboratory data are not fully integrated, information technology infrastructure remains uneven,
and the digital competence of service personnel needs further improvement. The proposed
strategies include laboratory data integration, platform and procedure standardization, digital
competency development, infrastructure modernization, customer-oriented helpdesk services,
and periodic monitoring and evaluation. These strategies are expected to strengthen service
reliability, transparency, data accuracy, and sustainable customer satisfaction.

Keywords: Customer Satisfaction, Management Information System, Public Service Quality,
Vehicle Type Approval Online, Vehicle Type Testing.

INTRODUCTION

Balai Pengujian Laik Jalan dan Sertifikasi Kendaraan Bermotor (BPLJISKB) Bekasi plays
an important role in the implementation of motor vehicle type testing and roadworthiness
certification. Service digitalization through Vehicle Type Approval (VTA) Online is part of the
online motor vehicle type testing service policy, which is directed at accelerating the process,
improving the measurability of service time, and strengthening administrative transparency
(Kementerian Perhubungan Republik Indonesia, 2023). The development of the BPLJSKB
proving ground also indicates that national testing capacity is being strengthened so that
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technical motor vehicle services can become more independent and competitive (Kementerian
Keuangan Republik Indonesia, 2022).

Based on the BPLJSKB service recapitulation for 2023-2025, Full Type Testing and
Sample Testing were the most dominant types of services. Full Type Testing increased from
553 services in 2023 to 645 services in 2024 and 674 services in 2025, while Sample Testing
increased from 199 services in 2023 to 354 services in 2024 and 375 services in 2025
(BPLJSKB, 2025). This pattern indicates the high demand of industry for testing services that
are fast, accurate, and transparently trackable.

Although VTA Online has opened space for service modernization, the document analysis
identified several main problems, namely manual and digital processes that still run in parallel,
laboratory data that have not been fully integrated, limited human resource competence in
information technology, and the absence of uniform information system standards. These
conditions may reduce data consistency, extend the time needed to consolidate test results, and
weaken the service user experience.

Conceptually, a management information system (MIS) is understood as a system that
connects technological resources, people, data, and organizational procedures to support
decision-making and process control (Laudon & Laudon, 2017). In the context of public
services, MIS quality is related to service speed, information accuracy, ease of access,
accountability, and user satisfaction. Studies in the Indonesian public sector also show that MIS,
service leadership, and process governance can influence the public satisfaction index (Aji &
Abdurachman, 2011; Laia et al., 2022; Septiandini, 2020).

This study uses the DeLone and McLean Information System Success Model and
SERVQUAL as the analytical basis. The DelLone and McLean model emphasizes the
relationship among system quality, information quality, service quality, use, user satisfaction,
and net benefits (DeLone & McLean, 2003; Petter et al., 2008; Wixom & Todd, 2005).
Meanwhile, SERVQUAL assesses service quality through the dimensions of tangibles,
reliability, responsiveness, assurance, and empathy (Parasuraman et al., 1985). In digital public
services, website quality, trust, perceived ease of use, and service maturity are also important
factors in e-government adoption (Carter & Bélanger, 2005; Papadomichelaki & Mentzas,
2012; Shareef et al., 2011; Zeithaml et al., 2002).

The novelty of this article lies in the use of an integrative approach between the DeLone
and McLean model and SERVQUAL to examine MIS strengthening in motor vehicle type
testing services, rather than only in general administrative services. This approach is consistent
with studies on public sector digital transformation, which position technology as a driver of
process change, service value, and the way organizations generate public benefits (Mergel et
al., 2019; Twizeyimana & Andersson, 2019; Vial, 2019). Therefore, this study aims to analyze
the condition of MIS implementation, assess the contribution of VTA Online to service quality
and customer satisfaction, and formulate strategies for strengthening MIS at BPLJSKB Bekasi.

METODE

This study employs a qualitative descriptive approach based on literature review and
document analysis. The qualitative approach was selected because the purpose of the article is
not to test statistical relationships, but to interpret the condition of MIS implementation and
develop strengthening strategies based on theory, policy documents, internal data, and relevant
literature (Creswell & Creswell, 2023).

The data sources include the initial research manuscript, the BPLJSKB service
recapitulation data for 2023-2025, VTA Online policy documents, and scientific articles on
MIS, information system success, SERVQUAL, e-government, and digital transformation in
public services. Document analysis was conducted to examine the content, context, and
relationship of the data to the service issues being studied (Bowen, 2009).
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The analytical stages consisted of data reduction, data display, and conclusion drawing.
Data reduction was carried out by selecting information relevant to system quality, information
quality, service quality, customer satisfaction, and MIS strengthening strategies. Data display
was presented in narrative form and thematic tables. Conclusions were drawn by linking the
document findings with the DeLone and McLean framework, SERVQUAL, and digital
transformation literature (Miles et al., 2014).

CONCEPTUAL FRAMEWORK

Management Information System Strategy and Customer Satisfaction in Motor Vehicle Type Testing Services

Study at BPLJSKB Bekasi
MIS STRENGTHENING STRATEGY

VTA ONLINE-BASED TYPE TESTING PROCESS
System Quality CUSTOMER SATISFACTION
« ease of use
« system reliability ( -~ ) (
» access speed O (_,‘ | 9, O
« system security ) Online Document Evaluation Certificate
* inter-laboratory integration {applicatior upload & & testing |issuance
Test gata
Information Quality
« data accuracy N
+ information completeness ] Expected Benefits of MIS Use
* timeliness 7 expectations fulfilled
« relevance o X
« data consistency ¢ satisfied experience
Time Transparent Better service
afficiency process quality # perceived value
Service Quality + needs fulfilled
» officer responsiveness 7 willi
willingness to recommend
« digital competence Integrated Service g
data accountability
= clear procedures
» service assurance L
= user assistance
\. J

Human Resource Technology Platform & Procedure Organizational Culture

Readiness Infrastructure Standards

= commitment « reliable network « uniform data format « service innovation

= training * server availability = clear workflow = adaptive attitude

« teamwork « data security « system interoperability « data-based monitoring

Research proposition: High-quality systems, information, and services strengthen customer satisfaction through efficient, transparent, accurate, and integrated

type testing services at BPLJSKB Bekasi

Source: Processed by the authors based on the DeLone and McLean Model, SERVQUAL, and data from
BPLJSKB (2025).
Figure 1. Conceptual Framework for MIS Strengthening and Customer Satisfaction

RESULTS AND DISCUSSION
Condition of Type Testing Services and the Need for MIS Strengthening

The service data show that the workload of motor vehicle type testing at BPLISKB Bekasi
is dynamic and tends to follow the development of the automotive industry’s needs. The
increase in the number of Full Type Testing and Sample Testing services during 2023-2025
indicates that BPLJSKB’s core services are increasingly needed by applicants, both for new
vehicle certification, component testing, and compliance with roadworthiness technical
requirements. This condition shows that the service process can no longer rely solely on
ordinary administrative systems, but requires a management information system capable of
connecting all service stages in an integrated manner, from application submission, document
verification, test scheduling, and laboratory result recording to certificate issuance. Thus, MIS
functions not only as an administrative recording tool, but also as an instrument for process
control, technical data integration, service status monitoring, and service accountability
strengthening.

In this context, VTA Online can be understood as the main gateway to the digitalization of
motor vehicle type testing services. This system enables applicants to access services, upload
documents, monitor process developments, and obtain information more transparently.
However, the effectiveness of VTA Online depends heavily on the system’s ability to connect
with technical units within BPLJSKB, especially testing laboratories that produce the primary
data in the certification process. If inter-laboratory data are still managed separately, the
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consolidation of test results may still experience delays, format differences, duplicate inputs,
and risks of administrative errors. Therefore, inter-laboratory integration is an important
prerequisite so that test result data can be processed quickly, accurately, consistently, and
traceably. In addition, the increasing service workload also requires a system that can maintain
service quality on an ongoing basis. The higher the volume of applications, the greater the need
for efficient workflows, uniform data standards, and stronger inter-unit coordination. An
integrated information system can help reduce dependence on manual processes, accelerate
information delivery to applicants, and strengthen customer trust in BPLISKB services.
Accordingly, MIS strengthening through VTA Online optimization, laboratory database
integration, and service procedure standardization is a strategic step toward improving service
speed, process transparency, testing-result accuracy, and sustainable customer satisfaction.

Table 1. Summary of the Dynamics of BPLJSKB Main Services in 2023-2025

Service type 2023 2024 2025 Service meaning
Full Type Testing 553 645 674 Core services 1ncregsed; a.stable digital
workflow is required.
Sample Testing 199 354 375 Data consolidation needs to be faster.
Total services i 1.720 1428 Peak in 2024; service types shifted in
2025.
Prototype i ) 161 The need for testing vehicle innovation

has begun to emerge.
Source: BPLJISKB (2025), processed by the authors

These findings indicate that customer satisfaction cannot be built merely through the
availability of a digital application. In technical services involving many laboratories, customer
satisfaction is more strongly determined by the system’s ability to provide accurate data,
measurable service time, certainty of application status, document security, and the speed of
officers in resolving digital problems experienced by users. This means that VTA Online needs
to be supported by system integration, clear procedural standards, and human resource readiness
so that digital services truly provide benefits to customers. If an application is available but data
are not synchronized, officer responses are slow, or service status information is not updated
consistently, customer perceptions of service quality may still decline.

This condition is consistent with findings in e-government studies, which emphasize that
the acceptance of digital services is influenced not only by technological aspects, but also by
user trust, perceived usefulness, ease of use, and organizational readiness to manage digital
change (Al-Hujran et al., 2015; Carter & Bélanger, 2005; van Dijk et al., 2008; Venkatesh et
al., 2003). In the context of motor vehicle type testing services, digital systems need to be
supported by clear procedures and responsive service officers so that users can experience
easier, faster, and more transparent services.

Therefore, increasing customer satisfaction in motor vehicle type testing services should
be directed toward strengthening the overall service ecosystem, including system quality,
information quality, officer competence, and service consistency. These aspects are important
to ensure that technological innovation is not only functional, but also able to improve user
confidence and service experience.
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Figure 2. MIS Flowchart in BPLJSKB Type Testing Services

Comparison between Conventional Services and VTA Online
The shift from conventional services to VT A Online reflects a tra

nsition from face-to-face

interactions, physical documents, and manual verification toward a web-based process. This
change is relevant to the principle of digital transformation because technology changes
workflows, patterns of customer interaction, and the way organizations generate service value
(Mergel et al., 2019; Vial, 2019). However, if manual processes continue to operate alongside
digital processes, the organization may face duplicated work and the risk of data inconsistency.
COMPARISON BETWEEN CONVENTIONAL AND ONLINE VTA SERVICES

Motor Vehicle Type Approval Testing Services at BPLJSKB Bekasi

2: CONVENTIONAL (MANUAL)

Service Flow

1) 2] © (5]

(4]
)A)

0

VTA ONLINE (DIGITAL)

Service Flow

1] (2] (3] (4] (5]

o
> B

= 2 di > B & >

id> R R i > B RO RN = -

Applicant Fill out Document Testing in Dataprocessing  Issuance of Apphicart Submit Automatic Digital testing Integrated Electronic

comes to paper forms verification the laboratory and report SUT/SRUT m‘s;‘:: digital verification scheduling data SUT/SRUT

office (application) preparation certificate e documents management certificate
st (Download)

Main Characteristics
® Work process is manual: writing, archiving, and physical documents.
@ Verification and data consolidation are done manually.

® Relies on physical documents that are prone to errors and loss.

@ Longer service time due to multiple manual processes.

Digital
Transformation Main Characteristics
@ @ The entire process is verified, documented, and distributed digitally.
@ Applicants can monitor the process in real-time through the system.
e Digital documents are well organized and easy to search.

~friendly.

® Monitoring is more transp: accurate, and cust

Aspect Conventional (Manual)

Service Method Direct visit to the office
Documents Physical documents in hardcopy format
Verification Manual by officers

Service Time

Relatively long (multiple steps)

Service Impact Prone to data loss and duplication

MAIN COMPARISON
VTA Online (Digital)
Online via the VTA Online Portal
Digital documents, easy to store and archive

S, b

y d with digital ion
Faster and real-time process

More accurate, up-to-date, and traceable data

Benefits
More efficient
Documents are safer and easier to manage
More accurate and faster

Shorter service time

Increased customer satisfaction

Conclusion: VTA Online increases efficiency, transparency, data accuracy, and customer satisfaction; while still optimizing the laboratory
integration system, digital infrastructure, and the digital human resource competencies.

G

Note: The transition from conventional to digital services at BPLISKB Bekasi is part of the digital transformation strategy
in order to provide better, faster, transparent, and customer-oriented services.

Figure 3. Visualization of Comparison between Conventional Services and VTA Online

Table 2. Comparison between Conventional Services and VTA Online
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Implications for

Aspect Conventional VTA Online
customers
o Conducted directly through Conducted thropgh an Access is more flexible
Application . account and digital and reduces the need to
counters and physical files.
document uploads. come to the counter.
Checked through the The process is more
Verification Depends on manual checking. system with a digital transparent and easier to
trail. trace.
Service status Applicants must contact Applicants can rponitor Inforrpation certainty
officers. progress online. improves.

Documentation

Documents are prone to being

misplaced or stored in
different formats.

Documents are stored in
a digital database.

Security and service
history are better
maintained.

Laboratory integration

Optimal satisfaction

Queues and lengthy manual

requires systemic
processes.

improvement.

and HR readiness remain
uneven.

Source: Processed by the authors based on research data (2025)

Main constraints

Table 2 shows that VT A Online has the potential to strengthen the customer journey from
application submission, verification, and testing to certificate issuance. Nevertheless, the
benefits of digitalization can be fully realized only when the laboratory, administrative, and
certification systems operate within a single data flow. Without such integration, digital services
merely transfer part of the activity to an online platform without completely removing manual
barriers.

Analysis of System and Information Quality Based on DeLone and McLean

In the DeLone and McLean model, MIS success is assessed through system quality,
information quality, service quality, use, user satisfaction, and net benefits. In the case of
BPLIJSKB, system quality relates to VTA Online stability, ease of navigation, security, and
connectivity with laboratories. Information quality relates to the accuracy of service status,
completeness of technical data, timeliness of updates, and consistency of information across

units (DeLone & McLean, 2003; Petter et al., 2008).

ANALYSIS OF INFORMATION SYSTEM QUALITY
BASED ON DeLONE & McLEAN SUCCESS MODEL (2003)
Study on VTA Online Services at BPLJSKB Bekasi
The DelLone & McLean Success Model (2003) explains that the success of an information system

is determined by the quality of the system, information, and services that influence system use and user satisfaction,
which ultimately generate net benefits for individuals, organizations, and the overall service.

1. SYSTEM QUALITY

+ Reliability
. Use

¥ 1

4. USE / INTENTION TO USE i
H

|

« Frequency of Use

Y [ 4 ® - Intensity of Use
AR - ousonoruse

* Dependency on System

EXPLANATION OF CONSTRUCTS

1. SYSTEM QUALITY 2. INFORMATION QUALITY 3. SERVICE QUALITY 4. USE / INTENTION TO USE _ 6. NET BENEFITS
e per rs utl .

il s model is used to evaluate the success of VTA Online services at BPLJSKB Bekasi
LTSI in ordor to impr efficioncy, and

=

Figure 4. Visualization of System and Information Quality Analysis Based on the DeLone and McLean
Model

Table 3. MIS Analysis Based on the DeLone and McLean Model
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Dimension

Observed condition

Impact

Improvement direction

System quality

VTA Online facilitates
registration, but it is not yet
fully connected to all laboratory
databases.

Efficiency improves, but
subsequent processes
may still be delayed by
manual work.

Application and inter-
laboratory database
integration.

Information
quality

Service status is easier to
monitor, but technical data are
not always consolidated
automatically.

Transparency increases,
but the risk of
information delays
remains.

Standardized data
formats, automated
validation, and real-time
updates.

Service quality

Officers assist with digital
processes, but technological
competence remains uneven.

Service responses are not
always consistent.

Digital training, helpdesk
services, and SOPs for
responding to problems.

Net benefits

Digitalization reduces physical
documents and accelerates part
of the administration.

Customers gain an easier
and more measurable
experience.

Periodic evaluation
based on satisfaction and
service performance

indicators.

Source: Processed by the authors based on research data (2025)

This analysis confirms that system quality and information quality cannot be separated. A
system that is easy to use but does not produce accurate data will still reduce customer trust.
Conversely, complete information will not have a significant effect if the system is slow,
unstable, or disconnected from operational processes. This finding is consistent with the study
by Wulansari et al. (2024), which shows that the DeLone and McLean model is relevant for
assessing the success of digital services and user satisfaction.

Service Quality Analysis Based on SERVQUAL

SERVQUAL is used to assess the gap between user expectations and perceptions of the
service quality received. In the context of VTA Online services, this approach is important
because digital service quality is not assessed only from the availability of an application, but
also from the extent to which the system can provide an easy, fast, secure, and trustworthy
service experience for applicants. The tangibles dimension refers not only to physical facilities
such as service rooms, computers, internet networks, and other supporting facilities, but also to
the quality of the system interface, ease of navigation, readability of information, and readiness
of information technology infrastructure that supports VTA Online operations. If the system
interface is not sufficiently informative, access is slow, or supporting devices are inadequate,
user perceptions of digital service quality may decline even though the system is already
available.The reliability dimension refers to the ability of services to operate accurately,
consistently, and in accordance with procedures. In motor vehicle type testing services,
reliability is reflected in the accuracy of document verification, conformity of test schedules,
accuracy of laboratory test result recording, and certainty of certification document issuance.
Meanwhile, the responsiveness dimension relates to the speed and readiness of officers in
responding to questions, complaints, and technical problems experienced by applicants when
using VTA Online. The faster officers provide solutions, the greater the possibility that
customers will feel assisted and satisfied with the service.

Furthermore, the assurance dimension relates to officer competence, data security,
procedural clarity, and the ability of service providers to give users a sense of safety and trust.
This dimension is important because type testing services involve technical documents and
vehicle data that must be managed accurately and securely. The empathy dimension emphasizes
service providers’ attention to applicants’ needs, particularly through assistance, system-use
guidance, easy-to-understand communication, and support for users who are not yet familiar
with digital services. Therefore, the application of SERVQUAL to VTA Online services can
help identify service aspects that are already functioning well while also revealing areas that
still need strengthening, especially infrastructure readiness, procedural reliability, officer
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responsiveness, security assurance, and assistance for applicants (Parasuraman et al., 1985;
Zeithaml et al., 2002).

SERVICE QUALITY ANALYSIS
BASED ON SERVQUAL MODEL

7 VTA Online Type Approval Testing Services - BPLJSKB Bekasi

‘ SERVQUAL measures service quality by comparing customer Expectations (E) and Perceptions (P) acrossfive dimensions
to determine the GAP (P - E). The smaller (more negative) the GAP, the lower the service quality.

1. REGISTRATION Measure service quality by comparing tions (E) and ptions (P) of users Average GAP (P - E) ‘
Applicants create an account across five dimensions to determine the GAP (P - E). acrossiall dineniions

and log in to VTA Online. ‘
ANALYSIS RECOMMENDATION
| s ] mcomeomon | -0.45 |

Information:
The negative value indicates

PERCEPTIONS (P)

What users perceive

DIMENSION ‘ EXPECTATIONS (E)

What users expect

Facilities, equipment,
appearance, and

The VTA Online system
is modern, attractive,

2. DOCUMENT UPLOAD
Applicants upload required

Facilities and equipment Modernize equipment,

1. TANGIBLES standardize infrastructure

are adequate, but some

X 2 4 that user perceptions are still
(Physical Evidence) = supporting materials and supported by 0.48 G
documents through the system. B i st oo features stil need IT, and enhance below expectations.
visually appealing. and facilities. EeCYar heises iter{ s Service quality needs

i t.
3. VERIFICATION improvemen

. o The rk, data,
Officers verify the completeness oAbl

Services are accurate, System integration is Improve system and data

and validity of documents 2. RELIABILITY reliable, and performed an: proc:Iss :re accurate oiks iickperect;onie Aigiition afbng CONCLUSION
(Reliability) stenth and reliable, but some -0. : :
and data. ¢°;‘:“s:: ly as bisbigesaednt processes still depend laboratories and The quality of VTA Online services
i improvement ot Wk MROMALS processes. at BPLISKB Bekasi has been running
quite well, but improvements are
4, TESTING PROCESS
Officers respond quickly  Officers respond well, Response time is generally  Optimize upload features, needed in several aspects such as

3. RESPONSIVENESS
(Responsiveness)

Laboratory testing is conducted
according to the standards
and procedures.

system integration, file upload features,
IT infrastructure, officer competencies,
and service personalization to achieve
higher user satisfaction.

BENEFITS OF IMPROVEMENT

good, but some processes
take longer in digital
file uploads.

simplify workflows,
and add more
human resources.

and provide fast service
for customer needs.

but response times for 0.41
some services are .
still relatively long.

Officers are competent,
polite, and able to

Officers are competent c is good,

5. CERTIFICATE ISSUANCE 4. ASSURANCE and polite, but there -0.37 but service standards

through training and

SUT & SRUT certificates (Assurance) provide a sense of are differences in service are not yet consistent standardize service
are issued digitally. trust and security. consistency. across all officers. in VTA Online. « Higher user satisfaction
) : ) « Increased public trust
Officers provide Officers are responsive Support for spacial Provide user guidance, 5
6. CERTIFICATE DOWNLOAD 5. EMPATHY individual attention and helpful, but personalized user needs is good, FAQs, and personalized +2Faster aod more eficlent process
Applicants download (Empathy) and understand attention for some users -0.35 but personalized service approach according * Better transparency

the certificate online. customer needs. is not yet optimal. needs improvement. to applicant needs. * More accurate service performance

« Better digital service experience

STRATEGIES FOR SERVICE QUALITY IMPROVEMENT

1. SYSTEM INTEGRATION 2. IT INFRASTRUCTURE STANDARDIZATION 3. OFFICER COMPETENCY IMPROVEMENT 4. DIGITAL SERVICE OPTIMIZATION 5. ONGOING MONITORING & EVALUATION
Integrate data among Standardize hardware, networks, Provide continuous training Enhance features, reduce manual Continuously evaluate service quality
laboratories and servers, and security systems. to improve digital service skills steps, and automate using user feedback and performance
related agencies. and customer service. business processes indicators.
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Figure 5. Visualization of Service Quality Analysis Based on SERVQUAL at BPLJSKB

GOAL  To continuously improve service quality using the SERVQUAL approach in order to deliver
efficient, transparent, reliable, and customer-oriented digital services

Table 4. Analysis of VTA Online Service Quality Based on SERVQUAL
Main findings Risks to satisfaction Priority improvements

Dimension

Modernization of devices,

Tangibles

The system is available,
but device and network
support remains uneven.

Users perceive that digital
services are not always
stable.

networks, and the interface
display.

Data integration and
automated validation of
test results.

Test results require data
consolidation from many
laboratories.
Officers assist users, but
workload and technical

Delays and data

Reliability | Deays! .
mconsistencies may arise.

Digital complaints are not Online helpdesk and

Responsiveness issues affect response always resolved quickly. response-time standards.
speed.
Technical service
competence has been User trust may decline Trainine. data rity. and
Assurance established, but digital when procedures are & security,

service guidance.
competence needs unclear.
strengthening.

Online access helps

Some customers have
applicants, but new users difficulty following the consultation channels, and

still need assistance. digital workflow. proactive communication.
Source: Processed by the authors based on research data (2025)

Interactive guides,
Empathy

SERVQUAL is used to assess the gap between customer expectations and their perceived
experience after using the service. In the context of VTA Online, this approach is important
because customer satisfaction is influenced not only by the presence of a digital system, but
also by the quality of the overall service experience. The tangibles dimension refers not only to
physical facilities such as service rooms, computers, and internet networks, but also to the
system interface, ease of navigation, availability of supporting devices, and readiness of
information technology infrastructure. If the system is difficult to access, the interface is not
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sufficiently informative, or the network is unstable, users may perceive that the digital service
has not fully facilitated the service process.The reliability dimension refers to the ability of
services to provide accurate, consistent, and procedural processes, especially in document
verification, test scheduling, laboratory result recording, and certificate issuance. In motor
vehicle type testing services, reliability is very important because data errors or delays in test
results can directly affect the certainty of service for applicants. Furthermore, the
responsiveness dimension relates to the speed and willingness of officers to provide assistance,
answer questions, and resolve technical problems that arise during the use of VTA Online.

The assurance dimension relates to officer competence, data security, procedural clarity,
and the organization’s ability to build user trust in the service. Meanwhile, the empathy
dimension emphasizes the importance of attention and assistance for applicants, especially
users who are not yet accustomed to digital-based services. Thus, applying SERVQUAL to
VTA Online helps identify service aspects that already work well while also finding areas that
still need improvement, particularly infrastructure readiness, procedural consistency, officer
responsiveness, service security, and customer support (Parasuraman et al., 1985; Zeithaml et
al., 2002).

Strategies for Strengthening Management Information Systems at BPLJSKB Bekasi
STRATEGIES FOR STRENGTHENING
MANAGEMENT INFORMATION SYSTEMS AT BPLJSKB BEKASI
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With an integrated and sustainable strategy, BPLJSKB Bekasi is ready to become a modern, effective, and trustworthy vehicle

INTEGRATED | FAST | ACCURATE | TRANSPARENT | TRUSTED

type approval testing service center based on an advanced information system.

Figure 6. Visualization of Management Information System Strengthening Strategy at BPLJSKB

MIS strengthening strategies need to be directed toward comprehensive change, not merely
application improvement. Strengthening should include data integration, process
standardization, human resource competency development, infrastructure modernization,
customer experience management, and monitoring and evaluation. This approach is important
because the success of digital services is influenced by the alignment among technology,
organizational processes, users, and service benefits (DeLone & McLean, 2003; Laudon &

Laudon, 2017).
Table 5. MIS Strengthening Strategies to Improve Customer Satisfaction

Strategy

Implementation focus

Expected output

Satisfaction impact

System integration

Unifying administrative,
laboratory, certification, and
monitoring data.

One accurate and
real-time source of
service data.

Applicants receive more

certain information.
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Strategy Implementation focus Expected output Satisfaction impact
Standardizing data formats, Processes are more The risk of
Platform . . . L .
. input SOPs, access rights, and consistent across administrative errors
standardization Sy .
validation workflows. units. decreases.
Digital HR Training on VTA Online, data  Officers become more
& . security, service analytics, and independent and Customer trust increases.
strengthening X . . .
disruption handling. responsive.
Improving network Vi Th tem m e .
Infrastructure proving networks, devices, ¢ system becomes Waiting time and service
S servers, backups, and system more stable and . .
modernization . disruptions decrease.
security. secure.
Helpdesk, interactive
Customer guidance, automatic Users receive support  The service experience
experience notifications, and complaint ~ at every service stage. = becomes more positive.

channels.

Monitoring and

System audits, satisfaction
evaluation, and periodic

Data-based and
continuous

Service quality can be

evaluation service performance data maintained consistently.
analysis.

Source: Processed by the authors based on research data (2025).

improvement.

These strategies need to be implemented gradually, with priority placed on data integration
and procedure standardization, because both aspects form the foundation for information
quality and service reliability. Once integration is established, human resource strengthening,
infrastructure improvement, and customer experience management can accelerate the formation
of type testing services that are transparent, accurate, and oriented toward customer satisfaction.
Thus, MIS can function as an instrument of public service governance, not merely as a digital
administrative system.

CONCLUSION

The implementation of the Management Information System through VTA Online at
BPLJSKB Bekasi has contributed to improving service access, process transparency, status
monitoring, and digital document management. However, customer satisfaction cannot be
optimized if manual processes continue to run in parallel, laboratory data are not integrated,
technological infrastructure remains uneven, and officers’ digital competence is not
systematically strengthened. Based on the DeLone and McLean analysis, system quality,
information quality, and service quality are the main prerequisites for system use, customer
satisfaction, and organizational net benefits. Based on SERVQUAL, improvements need to
focus on the reliability, responsiveness, assurance, and empathy of digital services. Therefore,
the most relevant strategies are to build inter-laboratory data integration, standardize platforms
and procedures, improve digital human resource competence, modernize infrastructure,
develop helpdesk services and interactive guidance, and conduct periodic monitoring and
evaluation. Future research is recommended to use customer satisfaction surveys and in-depth
interviews with applicants and officers so that MIS strengthening strategies can be empirically
tested.
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