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Abstract

The development of information technology has facilitated various activities, including online transportation services. Maxim, as
one of the digital transportation service providers, has received numerous user complaints, particularly regarding its navigation
features, interface design, and electronic payment system. This study aims to analyze user satisfaction with the Maxim application
in Medan City using the E-Servqual method, which includes five dimensions: tangibles, reliability, responsiveness, assurance, and
empathy. The research used a quantitative approach by distributing online questionnaires to 104 respondents. The results showed
that all dimensions had negative GAP values, with tangibles being the most dominant factor affecting user satisfaction. As a
solution, a real-time dashboard prototype was designed to help developers monitor feature evaluations directly. This research is
expected to serve as a reference for improving the quality of Maxim’s services in the future.
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1. Introduction

The development of information technology has transformed patterns of social interaction across various sectors, including
transportation. Information technology has created new opportunities for companies to innovate and develop new businesses. It not
only provides opportunities for large-scale enterprises but also supports the growth of small businesses. With technology, business
activities have become faster, easier, and more efficient. Nowadays, shopping, learning, and transportation can be carried out
conveniently through mobile phones [1]. The success of implementing information technology is assessed in two stages, namely
implementation and operational. In the implementation stage, the evaluation includes system design to be applied and readiness for
system transition. Meanwhile, in the operational stage, the assessment covers the execution of procedures, data security, recovery
capabilities, and the alignment of the system with user expectations and needs. The effectiveness of information technology
implementation in an organization can be measured by the level of user satisfaction [2].

Service quality can be determined by comparing expectations with reality. The level of user satisfaction with a technology is
influenced by the quality of the service itself. An important aspect of evaluation is that an application is deemed successful and
functioning according to its intended purpose when it fulfills user needs. Good service quality becomes a factor that drives repeat
transactions and fosters user loyalty. Online transportation represents a service sector that leverages technology through application-
based and online systems, covering both payments and bookings. Online transportation has become an alternative choice for the
Indonesian public because it is affordable and readily available anytime and anywhere [3].

The most widely used online transportation service is Gojek, with 59.13% of respondents in a public survey by Databooks stating
that they use Gojek [4]. This is followed by Grab, acknowledged by 32.24% of respondents, while Maxim occupies the third
position, used by 6.93% of respondents. Maxim is a Russian transportation application that entered and began operating in Indonesia
in 2018.

Studies on user satisfaction with online transportation applications have been conducted previously with various approaches. Study
[5] examined the use of GrabFood services in Lubuk Linggau City. The findings indicated that there were still several weaknesses
in the service, such as fares considered too expensive, insufficient customer promotions, and limited restaurant options available
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on the application. Nevertheless, the level of user satisfaction among Bina Insan University students reached 94%, which was
categorized as very satisfactory.

Study [6] investigated service quality in the Maxim application using the Servqual approach. The results showed that all service
quality dimensions (X) significantly influenced user satisfaction (Y). Questionnaire responses were dominated by “Strongly Agree”
and “Agree” on the satisfaction variable, indicating that the majority of respondents were satisfied with the Maxim application’s
services.

Meanwhile, study [7] highlighted the importance of access speed as a key factor in enhancing user satisfaction with the eHAC
(Electronic Health Alert Card) application. Supported by the Indonesian Ministry of Health, the application was used for travel data
collection during the COVID-19 pandemic. The findings emphasized that system speed was a crucial aspect in ensuring user
comfort and satisfaction, particularly in health emergency situations.

In addition, a study by Yolangga and Dinna Yunika (2024) also examined the Maxim application using the EUCS (End User
Computing Satisfaction) model. Their research demonstrated that users were satisfied with five dimensions: content, accuracy,
format, ease of use, and timeliness. However, the study did not specifically address common user complaints frequently found in
Playstore reviews, such as difficulties in determining pickup locations and the complexity of payment features.

Previous studies concluded that users were generally satisfied with the Maxim application; however, they did not specifically
highlight the service dimensions most frequently criticized in Playstore reviews [8]. Therefore, a more specific and diagnostic
approach is needed, namely the E-Servqual model, which assesses the gap between expectations and actual services based on five
dimensions: tangibles, reliability, responsiveness, assurance, and empathy [9]. The choice of this topic is based on the urgency of
improving service quality in online transportation applications such as Maxim, which continues to grow and compete in Indonesia’s
digital market. By identifying the dimensions that most significantly influence user satisfaction, this study is expected to provide a
valuable contribution to the development of application-based digital services, particularly in the city of Medan

2. Literature Review

2.1 User Satisfaction

User satisfaction is a subjective evaluation that arises after users interact with an information system. Generally, satisfaction occurs
when the system’s performance meets or exceeds the initial expectations of the users. Conversely, dissatisfaction arises when the
system fails to provide benefits in accordance with user expectations. In the context of information systems, user attitudes toward
the system are highly significant, as they determine the continuity of system usage and serve as a basis for the development of new
features [10].
To measure this level of satisfaction, researchers refer to several indicators. Some of these include efficiency, ease of use, pride in
using the system, and overall satisfaction. In addition, another approach refers to five dimensions: Content, related to the
completeness and relevance of information provided by the system; Accuracy, reflecting the correctness of processed and displayed
data; Format, which evaluates the aesthetics and navigability of the user interface; Ease of Use, describing the convenience of
operating system functions; and Timeliness, referring to the speed of the system in delivering output [11].

2.2 Online Transportation

Online transportation is a transformation of the conventional transportation system combined with application-based technology.
By utilizing smartphones and internet connectivity, transportation services such as motorcycles and taxis can now be accessed
instantly. This change did not occur suddenly but was driven by lifestyle shifts, particularly after the COVID-19 pandemic, which
encouraged digital interaction as a new habit. Online transportation offers convenience, efficiency, and time flexibility for its users
[12].

23 Maxim

Maxim is one of the application-based transportation service providers offering various integrated services, ranging from personal
transportation to household services. Originating from Russia, the application has been active in Indonesia since 2018. Unlike its
competitors, Maxim has expanded its service coverage by adding features such as cargo, cleaning, massage, and helper services,
thereby addressing diverse community needs within a single platform [13].

2.4 E-Servqual (Electronic Service Quality)

The E-Servqual model is an extension of the traditional SERVQUAL model, which was initially designed to measure service quality
in direct service sectors. In the digital context, E-Servqual is employed to evaluate the quality of services delivered through
electronic media, such as applications or websites. This model assesses the extent of the gap between user expectations and their
perceptions of the services received [14]
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Fig 1. E-servqual Model

The five main dimensions in this model include:
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2.5 Laravel

Tangibles, referring to the visual appearance and completeness of system features;

Reliability, related to the consistency and accuracy of the system in delivering information;
Responsiveness, assessing the speed of the system as well as customer service in responding to user needs;
Assurance, encompassing a sense of security, trust, and system credibility;
Empathy, referring to the ability of the system or service provider to demonstrate personal attention to users.

Laravel is a PHP-based framework designed to simplify the process of web application development through an efficient structure.
This framework provides various features such as routing systems, template engines, database migration, authentication, and APIs.
Laravel also supports the use of a command-line interface through Artisan CLI and facilitates automated testing. In the context of
this research, Laravel is utilized to develop a real-time dashboard prototype aimed at assisting developers in monitoring and
evaluating the performance of application features [15].

3. Research Methodology

This study employs a quantitative approach with a survey method, in which data were collected through the distribution of
questionnaires to Maxim application users in Medan City. Using the criterion of individuals who have previously used Maxim in
Medan, a total of 104 respondents were obtained. The objective of this research is to measure the level of user satisfaction by
applying the E-Servqual model, which encompasses five dimensions as described in the previous section. The data were analyzed
using the GAP formula from E-Servqual, namely:

A positive GAP value indicates that the service has met or exceeded expectations, whereas a negative value signifies user

dissatisfaction.

GAP = Perception — Expectation

4. Results and Discussion Data Analysis

The respondent characteristics in this study were obtained from questionnaires completed by 104 participants, and the data were

processed using Microsoft Excel and SPSS.

Table 1: Respondents by age

Table 2: Respondents by job

Age Frequency

Valid <20 years old
21 - 30 years old

31 - 40 years old
> 40 years old
Total

7
65

30

Percent Job Frequency Percent
6.7 Valid Students 31 29.8
62.5 Employees 41 394
28.8 Civil Servants 17 16.3
19 Entrepreneurs 14 13.5
100.0 Housewives 1 1.0
Total 104 100.0
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Table 3: Respondents by education

Education Frequency Percent
Valid Elementary school 1 1.0
Junior High school 1 1.0
Senior High school 42 40.4
Bachelor’s Degree 53 51.0
Master’s Degree 7 6.7
Total 104 100.0

Table 4 presents the average values of the responses from all respondents for each statement. Subsequently, these average values
were recalculated to obtain the overall mean. The average score of each respondent was then grouped according to its respective
variable. Afterwards, the mean values of each variable were again calculated to generate the overall mean score. The final results
of these calculations are presented in Table 5 below

Table 4: The mean score of each variable Table 5: The mean score of each dimension
Variables Expectation Perception Expectation
Tangibles -0,9818 Tangibles 3,86965812 Tangibles 4,851496
Reliability 20,9188 Reliability 3,908119658 Reliability 4,826923
Responsiveness -0,6154 Responsiveness 4,294871795 Responsiveness 4,910256
Assurance -0,6755 Assurance 4,194711538 Assurance 4,870192
Empathy -0,609 Empathy 4,307692308 Empathy 4,916667

The final results between reality and expectations were calculated using the GAP score to determine the level of user satisfaction
with the Maxim application through the E-SERVQUAL method. If the GAP calculation produces a positive value, it can be
concluded that users are satisfied. Conversely, if the GAP calculation results in a negative value, it indicates that users are
dissatisfied with the respective variable, as presented in Table 5 above.

The table shows that all dimensions of user satisfaction with the Maxim application have negative GAP values, which means the
service has not yet met user expectations. Tangibles (-0.9818) reflect dissatisfaction with visual aspects and facilities, while
Reliability (-0.9188) indicates that the service lacks consistency and is not always dependable. Responsiveness (-0.6154) suggests
that responses to users are not sufficiently fast and effective, whereas Assurance (-0.6735) indicates a lack of safety and trust in the
service. In addition, Empathy (-0.609) highlights that attention to user needs still requires improvement.

Overall, these results emphasize that the Maxim application needs to make improvements in terms of visual aspects, reliability,
service responsiveness, security assurance, and user care in order to enhance customer satisfaction.

4.1 T-Test/ Partial Test

The T-test is conducted to determine the effect of each independent variable on the dependent variable individually (partially). The
testing criteria are as follows:

1. HO is rejected if the significance value < 0.05 or if the t-count > t-table. This indicates that the independent variable has a
significant partial effect on the dependent variable.

2. HO is accepted if the significance value > 0.05 or if the t-count < t-table. This means that the independent variable does not
have a significant partial effect on the dependent variable.

Based on these criteria, the results of the T-test for the research sample are presented as follows:

Table 6: T-Test/Partial Test

Coefficients®
Model Unstandardized Coefficients Standardized Coefficients t Sig.
B Std. Dev Beta
1 (Constant) 34844 1.576 22.110 .000
Tangibles 226 .039 541 5.823 .000
Reliability -088  .042 -235  -2.081 .040
Responsiveness 296 128 241 2.306 .023
Assurance .013 .091 015 139 .890
Emphaty 7.837-5 136 .000 .001 1.000

a. Dependent Variable: Kepuasan Pelanggan
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1. The test results show that the significance value for Tangibles is 0.000 with a t-value of 5.823. This indicates that, partially,
Tangibles have a positive and significant effect on Customer Satisfaction, since the significance value of 0.000 < 0.05.

2. The test results show that the significance value for Reliability is 0.040 with a t-value of -2.081. This indicates that, partially,
Reliability has a significant effect on Customer Satisfaction, as the significance value of 0.040 < 0.05.

3. The test results show that the significance value for Responsiveness is 0.023 with a t-value 0f 2.306. This indicates that, partially,
Responsiveness has a positive and significant effect on Customer Satisfaction, since the significance value of 0.023 < 0.05.

4. The test results show that the significance value for Assurance is 0.890 with a t-value of 0.139. This means that, partially,
Assurance does not have a significant effect on Customer Satisfaction, as the significance value of 0.890 > 0.05.

5. The test results show that the significance value for Empathy is 1.000 with a t-value of 0.001. This indicates that, partially,
Empathy does not have a significant effect on Customer Satisfaction, as the significance value of 1.000 > 0.05.

4.2 Website Implementation

In this study, it is explained that the research results include the development of a web-based system designed to analyze user
satisfaction with the Maxim application in Medan City, using the E-SERVQUAL model. The following is the proposed website
interface:

maxim Dubbourd Rae Aboutth maxim

ANALISIS KEPUASAN PENGGUNA TERHADAP Login Akun
APLIKASI
MAXIM DI KOTA MEDAN

Legin

Login

Fig. 2: Home Page Fig. 3: Login Page

maxim maxim Duboost  Rute  Abow i

Dashboard Hasil Survei Maxim

Buat Akun Baru

Fig. 4: Register Fig. 5: Dashboard
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Fig. 6: Rate/survey page Fig. 7: About us

MAXim Admin Panel MAXiM Admin Panel

Dashboard Admin Manajemen Pertanyaan Survei = Werobil b Dt

Tt

Manage Survey Laporan Chant Responden

R

a

Fig. 8: Admin homepage/dashboard Fig. 9: Manage survey
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Fig. 10: Respondent Data Page

Fig. 11: Report Page

The explanations for each page are as follows:

1 Main Page: The main page contains two options: a login form for users who already have an account and a registration form for users

who do not have an account yet.

2 Login Page: The login page provides a form to identify authorized users. Access rights on this website consist of two types, namely
admin and respondent.

3 Registration Page: This page contains a form that must be completed by respondents to meet the application’s analytical needs, such
as information on education, age, and occupation.

4 Dashboard Page: The dashboard page displays the values or rating results given by respondents, both per variable and per feature. This
page is intended to assist developers in improving the application. The dashboard is accessible to both admin and respondents with
identical displays and data sources.

5 Rating Page: This page contains an assessment form to be completed by respondents. The form consists of several questions with five
Likert-scale answer options.

6  About Us Page: This page provides information about the call center, the head office located in Medan, and other contact details needed
to reach Maxim in case of issues.

7 Admin Main Page: The admin main page contains several forms from submenu features available only to administrators, including:
Manage Survey, Reports, Charts, Respondents, and Logout.

8 Manage Survey Page: This page is used to manage survey questions, including adding, modifying, and deleting questions. Furthermore,
the admin can change dimensions and input the company’s expectation values.

9 Report Page: This page presents survey results answered by respondents. The displayed data include the total value per variable, the
GAP value between the company’s expectations (set in the previous questions) and the respondents’ actual answers, as well as
information indicating which variables have met satisfaction and which have not.

10 Respondent Page: This page displays respondent data reports in the form of demographic characteristics suc

5. Conclusion

This study aimed to measure the level of user satisfaction with the Maxim application in Medan City using the E-SERVQUAL method,
which encompasses five service quality dimensions: tangibles, reliability, responsiveness, assurance, and empathy. Based on the GAP
analysis, most users expressed dissatisfaction, particularly in certain dimensions. However, through the partial t-test, it was found that three
dimensions—tangibles, reliability, and responsiveness—significantly and positively influenced user satisfaction, with tangibles being the
most dominant factor (significance value 0.000 < 0.05, t-value = 5.823).

As a practical implication, it is recommended that Maxim improve its service quality through employee training, the implementation of
standardized procedures, and the utilization of real-time customer feedback via the dashboard system developed by the researcher.
Meanwhile, future researchers are encouraged to explore other variables beyond the E-SERVQUAL model and to consider customer loyalty
as an additional variable to better understand the long-term relationship between service quality and user satisfaction.

It should also be noted, and serves as a limitation of this study, that the research was conducted without interviews with Maxim
representatives. Therefore, it is advisable for future studies to include interviews with Maxim’s management or staff to gain deeper insights.
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