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A B S T R A K 

SINERGI UPI merupakan sistem pengelolaan arsip dinamis di 
Universitas Pendidikan Indonesia (UPI). Penggunaan SINERGI di 
lingkungan UPI menjadi hal yang perlu diupayakan untuk pengelolaan 
arsip dinamis secara optimal. Salah satu hal yang perlu diperhatikan 
adalah komponen user satisfaction untuk menciptakan kesan yang baik 
bagi civitas academica sebagai pengguna SINERGI. Penelitian ini 
dilakukan untuk menganalisis SINERGI dari aspek user satisfaction. 
Penelitian menggunakan pendekatan kuantitatif dengan metode survey. 
Survey dilakukan kepada staf program studi di lingkungan Fakultas Ilmu 
Pendidikan (FIP) UPI yang aktif menggunakan SINERGI, yaitu 
sebanyak tiga belas orang. Teknik analisis data menggunakan 
Importance-Performance Analysis (IPA). Hasil penelitian 
menggambarkan bahwa semua indikator masuk pada kuadran II, yaitu 
keep up the good works. Hal tersebut menunjukkan bahwa user 
satisfaction SINERGI civitas academica FIP UPI telah merasa puas 
dengan fasilitas SINERGI dan diharapkan ke depannya menjadi lebih 
baik lagi. Namun demikian ada harapan serta usulan perbaikan untuk 
pengembangan website SINERGI dengan menambahkan menu bar 
dan notifikasi. Beberapa staf mengharapkan ada menu tambahan yaitu 
notifikasi yang dikirimkan melalui email atau WhatsApp. Hal tersebut 
agar dapat memudahkan saat ada pemberitahuan surat masuk agar 
para staf dapat segera meresponnya. Juga terdapat usulan lain berupa 
workshop lanjutan terkait penggunaan SINERGI pada level lebih tinggi. 

A B S T R A K 

SINERGI UPI is a dynamic archive management system at Universitas Pendidikan Indonesia (UPI). The 
use of SINERGI within UPI needs to be pursued for optimal management of dynamic archives. One 
thing that needs to be considered is the user satisfaction component to create a good impression for the 
academic community as SINERGI users. This research was conducted to analyze SINERGI from the 
aspect of user satisfaction. The research uses a quantitative approach with survey methods. The survey 
was conducted among study program staff within the Faculty of Educational Sciences UPI who actively 
use SINERGI, namely thirteen people. The data analysis technique uses Importance-Performance 
Analysis (IPA). The research results illustrate that all indicators fall into quadrant II: Keep up the good 
work. This shows that the SINERGI user satisfaction of the FIP UPI academic community is satisfied 
with the SINERGI facilities, and it is hoped that it will be even better in the future. However, there are 
hopes and suggestions for improvements for the future development of the SINERGI website, namely 
in the menu bar and notifications. Some staff expect an additional menu, namely notifications sent via 
email or WhatsApp. This is to make it easier when there is an incoming letter notification so that the staff 
can respond immediately. There is also another proposal in the form of a follow-up workshop related to 
using SINERGI at a higher level. 

 
1. INTRODUCTION 

Administrative services in an organization are essential, and one of them includes correspondence 
services. Management of correspondence documents in the form of archives is standard; in principle, it 
needs to be done in an organization (Ofei et al., 2020; Suryana et al., 2018). Following Republic of Indonesia 
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National Archives Regulation Number 9 of 2018 concerning Guidelines for Maintaining Dynamic Archives, 
it is explained that activities in maintaining the integrity, security, and safety of archives, both physical and 
informational, include filing and storing active archives, structuring and storing archives. The 
implementation of managing correspondence documents in archives has various factors affecting its 
effectiveness, such as Human Resources, technology, supporting devices, organizational work environment, 
and other things related to organizational activities (Hamdani et al., 2019; Virvou et al., 2005). In addition, 
using systems and information technology in archiving supports operational activities, which can speed up 
activities and facilitate user management. 

The presence of an information system that can help with the work process is one of the things that 
can be expected. In the era of technological development, such as today, the implementation of 

administrative services has been carried out with the help of technology (Ariono et al., 2022; Supandi & 
Senam, 2019). As already known, this technology can ideally facilitate all daily activities, especially in 
performing incoming to outgoing letter data archive management services.  The management of this 
correspondence document is accommodated by using a specific system. The system plays a role in managing 
all incoming and outgoing correspondence documents and is expected to accelerate and improve the 
performance of document managers or archivists and facilitate archive management (Gormally et al., 2012; 
Rohmah & Bukhori, 2020). Success in archive management is based on meeting the needs of the institution. 
If the archive is appropriately stored, the archive can be retrieved quickly, and the information obtained 
can guarantee the source of the data. The bigger an institution is, the more the volume of owned and 
managed archives increases. 

Universitas Pendidikan Indonesia (UPI) previously used a system that aimed to facilitate the 
implementation of administrative services, especially correspondence between units within Universitas 
Pendidikan Indonesia, namely the Dynamic Archival Information System ("Sistem Informasi Kearsipan 
Dinamis" or "SIKD") developed by the National Archives of the Republic of Indonesia ("Arsip Nasional 
Republik Indonesia" or "ANRI"). SIKD is intended for BUMN, BUMD, and higher education institutions for 
their archive management processes as a form of implementation of the National Archives System (SIKN) 
(Hoesny & Darmayanti, 2021; Mazloumi et al., 2021). The purpose of implementing this SIKD application is 
to support the modern bureaucracy by implementing e-government. Previous study also explained that this 
SIKD application's purpose is to facilitate archive management and delivery activities, so there will be a 
desire to make automated mail management uniform (Alfian et al., 2022; Lesva & Arif, 2020).  However, 
now it has been integrated with SANDI UPI into SINERGI UPI. SINERGI at UPI has just been used in early 
2023 and is managed by the University Archives unit and used by all work units and sub-units. SINERGI is 
developed and used to improve archive awareness in work units, and this effort needs commitment from 
all elements of the organization. As is known, organizational commitment will lead to higher performance 
and effectiveness from employees toward the organization (Duklim & Musigrungsi, 2018; Mubyl & 
Dwinanda, 2019). Archival awareness needs to be improved due to the lack of archival awareness among 
the public. This is done so that managing archives and correspondence documents becomes a concern and 
raises awareness to always manage archives and correspondence documents properly in their respective 
work units.   

SINERGI was only used in early 2023 because the university archives had previously used SIKD to 
send correspondence between units within UPI. However, research shows that the UPI community is still 
comfortable using printed data or documents. In addition, there is also a gap in the skills of the UPI academic 
community in utilizing technology. Hence, there is a feeling that SIKD is challenging to operate, difficult to 
remember, and uncomfortable to use. SINERGI has updated the use of information systems used in 
correspondence, namely by using the telegram feature to get real-time notifications to get and send 
messages in the form of telegram bots (Desnanjaya & Nugraha, 2021; Mouakket & Sun, 2020). Another 
feature in SINERGI is the My Desk feature, which is used to view drafts of letter manuscripts that are being 
processed or require follow-up on the letter. The user interface on SINERGI on the initial page is relatively 
easy to understand, so users are immediately directed to enter a user account and complete personal 
information if several stages have been fulfilled. In the Dashboard section, with a more straightforward 
display equipped with images and descriptions, users can directly select the menu that will be used/needed. 
SINERGI also has other advantages in its use, namely for SINERGI itself, a more effective display than SIKD 

(Mentzakis et al., 2020; Sedrakyan et al., 2020). 
SINERGI, which is a merger of SIKD and SANDI, aims to facilitate information services for 

academics, staffing, and the public that are dynamic and applicable. The current application has changed to 
SINERGI, and the implementation of SINERGI is still relatively new, so it requires awareness in utilizing 
SINERGI in the Universitas Pendidikan Indonesia environment. SINERGI is generally an app used to manage 

manuscripts from creation to distribution (Oláh et al., 2020; Welch & Piekkari, 2017). Due to this, the 
application of SINERGI in units at the Universitas Pendidikan Indonesia is still not fully effective, even 
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though some units have started operating them in their daily activities to support the activities carried out. 
Based on this, this study aims to determine the implementation and response given based on the 
implementation of SINERGI in the UPI, especially the Faculty of Educational Sciences (FIP). 

The development of existing research in this area indicates that while SINERGI represents an 
advancement over the previous system (SIKD), some challenges remain, including the comfort level of the 
university community with digital processes, user-friendliness, and the need for increased awareness and 
commitment to proper archive and correspondence document management. The novelty value of this 
research lies in its specific focus on evaluating the implementation and responses to SINERGI, offering 
insights into the adoption and adaptation of advanced information systems in an academic environment 
and addressing potential obstacles to their effective use at a higher level. The urgency of researching the 
implementation of SINERGI at Universitas Pendidikan Indonesia, particularly in FIP, lies in the need to 
assess the effectiveness of this newly integrated information system in improving administrative 
correspondence services and archive management, given its potential impact on the institution's efficiency 
and overall performance. This research was conducted to analyze SINERGI from the aspect of user 
satisfaction. 

 

2. METHOD  

The research utilized a descriptive quantitative approach with a survey method (Seixas et al., 
2018). Quantitative research aims to analyze either quantitative or qualitative data that has been quantified. 
This research is based on an empirical approach with data collection and analysis presented in numerical 
form, allowing for calculation. It is complemented by a survey method, which enables researchers to gather 
information based on existing phenomena and obtain factual information. The survey was conducted 
among the staff of study programs within FIP UPI. Thirteen active staff members participated as 
respondents in filling out the questionnaire. These respondents were selected because they were the most 
active users of SINERGI within the FIP UPI environment. The data analysis technique employed is 
Importance-Performance Analysis (IPA), characterized by four quadrants. The original IPA framework is 
show in Figure 1. 

 

 

Figure 1. The Original IPA Framework 
 

The research instrument used for measuring user satisfaction in academic development user 
satisfaction is used as a way to determine the level of success of the academic information system. This is 
by the research that was studied, namely knowing the level of user satisfaction on SINERGI in the FIP UPI 
environment, which is a combination of the previous system, namely the Dynamic Archive Information 
System ('Sistem Informasi Kearsipan Dinamis' SIKD) and the Digital Signature System ('Sistem Tanda 
Digital' SANDI) with the Importance-Performance Analysis (IPA) data analysis technique. The research 
questionnaire was developed based on the User Satisfaction theory from. The User Satisfaction theory 
proposes seven questions based on several aspects of assessment: quality systems, service quality, 
information quality, user behavioral tendencies, user satisfaction, and usefulness to users. Questionnaire 
grid based on user satisfaction is show in Table 1. 

 
Table 1. Questionnaire Based on User Satisfaction 

No Questionnaire (Indicator) Code 
1 You like the look of SINERGI Q1 
2 You like the services available at SINERGI Q2 
3 You enjoy interacting with this SINERGI website Q3 
4 You don't have to wait long when you enter the SINERGI website Q4 
5 SINERGI provides services to facilitate the management of dynamic archives Q5 
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No Questionnaire (Indicator) Code 
6 The information provided is useful for users Q6 

7 
The SINERGI website can be accessed properly using a device (iphone, ipad, Android 
smartphone, tab, etc.) 

Q7 

 
3. RESULT AND DISCUSSION 

Results 
The results of this study aim to conduct Importance-Performance Analyses (IPA) on user 

satisfaction on the UPI SINERGI website. This study used a questionnaire of seven indicators covering 
different aspects of using the SINERGI website. The indicators are Q1: You like the look of SINERGI; Q2: You 
like the services available at SINERGI; Q3: You enjoy interacting with this SINERGI website; Q4: You don't 
have to wait long when you enter the SINERGI website, Q5: SINERGI provides services to facilitate the 
management of dynamic archives Q6: The information provided is useful for users, and Q7: The SINERGI 
website can be accessed properly using a device (iPhone, iPad, Android smartphone, tab, etc.). The 
description of the results of the research that has been carried out is show in Table 2. 
 
Table 2. Test of Validity Questionnaire 

No Question rcount rtable Validity 
1 Q-01 0.69 0.55 Valid 
2 Q-02 0.90 0.55 Valid 
3 Q-03 0.91 0.55 Valid 
4 Q-04 0.91 0.55 Valid 
5 Q-05 0.79 0.55 Valid 
6 Q-06 0.82 0.55 Valid 
7 Q-07 0.83 0.55 Valid 

 
The data consists of seven questions (Q-01 to Q-07), rcount, and rtable values representing the fit or 

correlation level between the measured variables. Each question has an r count value of 0.69 to 0.91 and a 
fixed rtable value of 0.55. This data shows a significant relationship between the variables measured in these 
questions. Table 2 shows that all questions have a good level of validity because the r count value exceeds 
the r table value. This shows that the correlation results are consistent and reliable. This data shows a strong 
relationship between the variables measured in each question. Result of user satisfaction is show in Table 
3. 

 
Table 3. Result of User Satisfaction 

No Question Importance Performance Percentage Criteria 
1 Q-01 60 49 81.67% Very Good 
2 Q-02 61 51 83.61% Very Good 
3 Q-03 61 52 85.25% Very Good 
4 Q-04 60 52 86.67% Very Good 
5 Q-05 62 52 83.87% Very Good 
6 Q-06 62 52 83.87% Very Good 
7 Q-07 61 52 85.25% Very Good 
 Average 61,00 51.43 84.31%  

 
Furthermore, Table 3 contains the results of the data regarding the user satisfaction assessment of 

seven questions (Q-01 to Q-07) based on the importance of the question, the performance provided, the 
percentage of achievement, and the criteria set. Each question was given an importance score that varied 
between 60 to 62, while the performance of the question was rated between 49 to 52. The achievement 
percentage for each question ranged from 81.67% to 86.67%, indicating excellent results. The average 
importance score was 61.00, the performance was 51.43, and the achievement percentage was 84.31%. The 
overall user satisfaction assessment results can be categorized as "Very Good" based on the criteria set. This 
data shows that users are satisfied with the questions asked and feel good performance in meeting their 
expectations. Average of Importance and Performance SINERGI UPI is show in Table 4. 
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Table 4. Average of Importance and Performance SINERGI UPI 

No Question Importance Performance Gain 
1 Q-01 4.62 3.77 0.85 
2 Q-02 4.69 3.92 0.77 
3 Q-03 4.69 4.00 0.69 
4 Q-04 4.62 4.00 0.62 
5 Q-05 4.77 4.00 0.77 
6 Q-06 4.77 4.00 0.77 
7 Q-07 4.69 4.00 0.69 
 Average 4.69 3.96 0.74 

 
For the results in Table 4, the data provided is an average of the importance and performance of 

SINERGI UPI (Universitas Pendidikan Indonesia) in dealing with various questions (Q-01 to Q-07). Each 
question is rated based on its importance, the performance given, and the gain between the importance and 
performance. The importance scores ranged from 4.62 to 4.77, while the performance was 3.77 to 4.00. The 
gain score, i.e., the difference between importance and performance, varied from 0.62 to 0.85. The average 
importance score was 4.69, while the average performance was 3.96. The average gain score obtained was 
0.74. This data shows that UPI SINERGI is considered to have a high level of importance in answering the 
questions asked. However, there is still room to improve performance to meet or exceed the expected 
importance level. Therefore, it is necessary to take corrective measures to improve performance and 
achieve more optimal results per the expectations set. Result of Importance Performance Analysis (IPA) 
Analysis is show in Figure 2. 

 

 

Figure 2. Result of Importance Performance Analysis (IPA) Analysis 
 
Base on Figure 2, in Quadrant 2 of the IPA (Importance Performance Analysis), variables have a 

high level of importance, but performance has not reached the same level. In the given data, the average 
importance of the variables is 4.69, while the average performance is 3.96. This shows that the variables 
are important, but the current performance is still below expectations. Based on the data, it can be 
concluded that SINERGI needs to maintain reasonable efforts in meeting users' high level of importance. 
Although the current performance has not reached the expected level, positive results have been achieved 
in some aspects. Quadrant 2, which is "Keep Up the Good Work", means that the services provided are very 
satisfying, so the SINERGI website must be able to maintain the quality of these services steps to improve 
and improve performance need to be taken to ensure that performance is in line with the level of 
importance. Thus, positive and high-quality efforts can be maintained to provide satisfaction and added 
value for users. 
 

Discussion 
Based on the research results presented previously, it is worth noting that in the FIP environment, 

the user satisfaction of SINERGI in the FIP UPI environment has been satisfied with the SINERGI facility. 
This is certainly a success in itself from the establishment of SINERGI. It is known that user satisfaction 
affects various things. One paradigm shift encourages the formation of standard operating procedures 

(SOPs) focused on user satisfaction to increase the score owned in user satisfaction (Gultom, 2018; Rosidin 
et al., 2019). In addition, mentioned that good web quality can be considered successful if it meets the user's 
expectations of the owner, meaning that user satisfaction is a part that must be considered.  
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As previously described, the results of this study show a high value. Even though there are 
differences in the results of the seven questions, it is known that the results that have the highest value are 
related to the time waiting for users when opening the SINERGI website. Opening the website relatively 
quickly can minimize time and make the SINERGI website responsive, where the website responds quickly 
(Luo et al., 2021; Magalhaes et al., 2023). Responsive itself becomes one of the assessments of the quality of 
a website. Even so, not infrequently, the responsive assessment of a website collides with the desired design, 
as it is known that design prioritized user needs rather than responsiveness. Even so, a burdensome design 
that inhibits website use is considered bad, so there needs to be a balance between the two (Bentlage et al., 
2020; Magalhaes et al., 2023). 

A responsive website can be easily accessed from various devices and web browsers. There are also 
questions about accessing the SINERGI website, which can be accessed from various devices. The results 
show that the website has very good criteria for accessing with a high percentage, as seen in Table 3. On its 
performance, it should be noted that the appearance of SINERGI itself should be considered for 
development. The appearance of SINERGI now has a good appearance, but some improvements are still 
needed to support the activities and satisfaction of the users themselves. As is known, there are indicators 
of assessment of the quality of design on the website, ranging from color, image, sound, video, text, and 

attractiveness to feasibility that must be considered in the website display (Wendel, 2020; Xiao et al., 2018). 
The information available and the usefulness of the information on SINERGI itself has a good value, so the 
SINERGI website fulfills the information quality aspect where the quality on the website follows the 
information needed by users such as accuracy, format to relevance. However, besides being innovative, a 
website must be communicative and interactive (Saurik et al., 2019; Shahid et al., 2022). 

Importance and performance SINERGI UPI has a relatively high average result. The performance 
itself has a lower value than importance, meaning that improvements are needed to improve the 
performance of the SINERGI website so that it can meet the users' needs. In its application, several things 
can be improved to be added to the SINERGI website. This suggestion can undoubtedly be taken into 
consideration for SINERGI developers to be able to improve their quality (Razzano et al., 2023; Yuniarti et 
al., 2022). SINERGI itself currently does not have a notification feature to notify users via SMS up to 
WhatsApp; in addition to having a notification feature, it is also expected that there will be a similar feature 
in the SIKD application, namely archive management starting from the creation to the depreciation of 
archives that can be carried out electronically. User-friendly is one aspect where users can easily use the 
desired features on the website, one of which is the notification so that user satisfaction can be achieved 
better (Bahadur & Boodun, 2013; Challob, 2021). 

Moreover, users also hope for the development of a classification code that can facilitate the 
grouping of letters. SINERGI has the disadvantage of not having an archive classification code like SIKD, 
which can help group letters according to their aims and objectives. Along with research by, the SIKD UPI 
website quality is categorized as good based on usability, information quality, and service interaction 
quality. In line with this, suggest that in research on SIKD, the usability testing aspect is also included in the 
good category (Magalhaes et al., 2023; Riyanto, 2015). So, in terms of using SIKD, it is an e-letter application 
that makes it easy for users to find archives quickly, but it has problems with the internet network. It does 
not have notifications in the form of chat / SMS on cell phones. Regarding the input given, it will undoubtedly 
affect several parts, but it is hoped that this can be one of the references in the future development of 
SINERGI. 

SINERGI itself is currently only effective in 2023. This new implementation certainly impacts 
aspects of use in the FIP environment. SINERGI facilitates correspondence management and is considered 
more effective and efficient. The updates of SINERGI also certainly bring up other responsibilities from the 
developer, namely in the socialization of SINERGI itself. The SINERGI website will undoubtedly be different 
from the previous archive management that users have frequently used. For this reason, gradual 
socialization is needed for each unit so that SINERGI can be used effectively and freely by its users. One of 
the essential assessment aspects of a website is that it is easy to use users. The academic community 
involved in this research also provided other suggestions in the form of further workshops regarding using 
SYNERGI at a higher level. The familiarization can undoubtedly be a place for developers to provide further 
direction and guidance so that each unit at UPI can use the SINERGI website to the fullest. Furthermore, it 
is hoped that SINERGI, in the future, can continue to improve performance and meet the needs of its users. 
 

4. CONCLUSION  

The utilization of SINERGI in the UPI environment is still relatively new because it began to be 
effectively implemented in 2023. However, the SINERGI website has shown very good results in user 
satisfaction. Even so, there are still developments that need to be further improved by SINERGI in order to 
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maintain and improve the assessment obtained. Several recommendations are related to the features 
needed, starting from notifications appearing via SMS to WhatsApp, as well as the suggested application of 
menus on the SINERGI website that can facilitate users when using it. In addition, it is also expected that 
there will be continuous training and familiarization of users in the morning so that they can understand 
SINERGI better. Recommendations for further studies can be examined related to the application of SINERGI 
in the UPI environment as a whole and the impact of the application of SINERGI on an ongoing basis. 
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