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Ab.~tract 

The rapid growth of internet-based technology/innovation has resulted in many approaches to 
learning development, manifested in different fonns of e-learning. Universitas Terbuka/UT 
(Indonesian Open University) within a period of 15 years has been trying to optimize e­
learning through online tutorial that plays an important role in improving the quality of 
learning process. 

In order to assess tutorial online services requires more deep insight about student satisfaction 
and its impact on behavioral intention to participate in online tutorial. This study used three 
dependent quality variables (system, information and services) and two independent variable 
(satisfaction and behavioral intention). This study used survey questionnaire to collect data. 
The number of respondent participated in this study is 1252 students from Department of 
Management (Faculty of economics). Hyphotesis testing using Structural Equation Model 
(SEM) - Lisrel. 

This study was able to prove that perceived satisfaction significantly influence system quality 
and information quality. Perceived satisfaction strongly influenced on the intention to use. 
The intention to use in this study showed a desire to reuse tutorial online, recommending and 
encouraging to others (friends) to use. Service quality did not significantly influence the 
perceived satisfaction. These finding indicate that the service quality that showed how 
instructors provide feedback, respond and always provide solutions to the problems of the 
participants did not affect satisfaction. For further research, there is need to observe more 
deeply determinant factors of service quality of online tutorial. 
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Introduction 
The rapid growth of internet-based technology/innovation has resulted in many 

approaches to learning development, manifested in different forms of e-learning. These often 
supplement or replace traditional methods, enabling students to enggange with their learning 
through various web technologies alongside or instead of face-to-face delivery (Al-Adwan et. 
AI, 20 13). E-learning has been defined according to the context and environment where it 
operates (Jen et al, 2010). UT within a period of 15 years trying to optimize e-leaming 
through online tutorial that plays an important role in improving the quality of learning 
process (Daulay and Zaman, 2012). Delivering quality learning process for UT is not easy 
because Indonesia is an archipelago country that spread from Sabang (East) to Merauke 
(West) (8.514 Kilometer). Under such kind of environment, online tutorial is a breakthrough 
to provide equitable education that is flexible, open and online to face with a challenge of 
globalization in education for prosperous society. 



Online tutorial provides benefits for students as learning more communicative and 
interactive, the students receives a reply and feedback directly from tutors. Tutors have a very 
important role such as: 1) a manager, demonstrating commitment and professionalism, 2) a 
facilitator, providing feedback and helps students to develop study skills, 3) an 
assessor/evaluator, assessing students' assignments, and 4) mentor, making students 
enthusiastic and participate actively. Online tutorials are considered to be successful if 
student participation is high. Several factors that can affect the students' participation are the 
ability to use the internet, motivation and time allocation (Juleha, 2005). Reliable information 
technology is an important basis for supporting adaptive behavioral learning. 

UT has 406.027 students, 68% is female and 32% is male (UT's Profile, 2015). To 
support academics activities and administration, UT has 38 branches offices and foreign 
branches office handling overseas student (Saudi Arabia, Taiwan, Hongkong, Malaysia, 
Singapore etc). The number of students participating in online tutorial slightly increased 
from 108.942 (2013) to 226.479 (2014). The number of courses increased from 11 % 
(2013) to 52% (2014). Increasing number of participants indicates positive sign of service 
quality offered. The students' participation in online tutorial cannot be separated from the 
role of tutors in encouraging students to be active learners through the development of 
contact intensity, cooperation, communication and responsive feedback. Online tutorial needs 
support of reliable IT infratructure due to its responsive internet design, where technology is 
the basis of instructional design to change online tutorial into adaptive learning behavioral. 

Since online tutorial was offered in 2001, there are still many challenges in improving 
its quality. Several empirical studies on the effectivity on online tutorial from several 
Department in UT resulted in various findings in the field, namely: 1) students' difficulty to 
access, 2) low participation due to limited internet facilities, 3) the lack of tutors' role in 
managing online tutorial indicated by not uploading initiation on time, lack in providing 
feedback and less responsive in responding discussion forum, 4) low interaction between 
tutors and students (Fatia et al, 2012, Dewatisari, et al, 2010, Budiwati, 2007). 

The challenges to improve the quality of online tutorial in the future increases, 
particularly for Department of Managemenet ~ Faculty of Economics UT, because since 
2015.1 (Semester I in 2015) it has to involve outsourcing lecturers to increase the quality of 
online tutorial. Total class followed by students of 2015.1 is 428. By the Decree of Rector, 
every supporting lecturer/tutor in each Department or study program is obliged to manage 4 
online tutorial classes, therefore in total, there are 428 classes managed by Department of 
Management. The success of the implementation online tutorial by lecturers (both UT's 
lecture and outcoursing lecture) will depend on the readiness of the tutors in managing online 
tutorials. There are three important stages in managing online tutorials are preparation, 
implementation and evaluation. In order to be able to implementing online tutorials 
effectively, tutors are required to make preparation regarding the materials, understand the 
procedure and guidance of online tutorials as well as follow trainings. In the implementation 
stage, tutors are required to prepare and send 8 initiation materials (8 weeks), assign 
assignments (3 times), discuss and provide feedback to students. After the implementation of 
online tutorials, tutors are required to provide assessment. Tutors with the ability in terms of 
content and reliable information system infractructure support become important factors in 
influencing the quality of online tutorials. 

In terms of participants, the quality of online tutorials can be measured from perceived 
satisfaction which affects the intention to use such as recommending and encouraging 
friends/relatives to participate, speading positive benefits gained from online tutorials and 
having the will to take benefit of online tutorials to support learning process. Intention to use 
of online tutorial participations can be influenced by four determinants namely perceived 
satisfaction, quality information, quality system and service quality. Perceived satisfaction 



is an important factor in online tutorials because it relates to success continuous usage. 
Quality information relates to material substance which can provide useful knowledge. 
Quality system relates to accessibility namely ease, flexibility and information sharing with 
community. Service quality relates to tutor responds in the forms of discussion, feedback, 
update content and problem solving. 

In order to gain a deeper insight about online tutorial quality services, it is necessary 
to investigate five important determinant variables such namely behavioral intention, 
perceived satisfaction, service quality, system quality and information quality. Online tutorial 
quality service is an important determinant factors for withdrawal and persistence in distance 
education (Zeithalm and Bitner, 2000; Saleh et al 2012; Liaw, 2007; Somers, 205). 

Conceptual Framework and Research Hyphotesis 

Figure 1 depicts the proposed conceptual model. This model derive from the literature 
that examines the relationships among quality variables (system, information, service), 
perceived satisfaction and behavioral intention (Ajzen dan Fishbein, 1980; Davis, 1989; 
Parasuraman, Zeithmal dan Berry, 2000; Taylor and Todd, 1995; Ajzen dan leek, 1991). As 
can be seen, the major construct in the model are system quality, information quality, service 
quality, perceived satisfaction and intention to use. This model suggests that perceived 
satisfaction and intention to use are influenced directly by system quality, information quality 
and service quality. Intention to use directly influenced perceived satisfation. 
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System quality is an inherent characteristic of information about the system itself 
referring to how well the capabilities of hardware, software, and procedural policies of 
information systems can provide the user information needs (Delane and Me Lean, 1992). 
Jogiyanto (2007) stated that the system quality is used to measure the quality of technology 
itself. Other expert, Chen (2010) proposed that the system quality is a measure of the 
processing of information system. [n e-learning context, system quality is a functional 
aspect quality of e-learning, referring to several aspects, namely: accuracy, convinience, 
efficiency, flexibility, reliability and responsiveness (Cheng, 2012). According to Islam 



(2010) System quality is "the general perception of a system in terms of its performance and 
this is reflected by various systems". 

Chen (2010) elaborated that system quality can be measured through 5 dimensions, 
namely: I) system reliability, measuring the reliability of the system operated; 2) system 
flexibility, the system can adjust to various user needs and the changing conditions; 3) system 
integration, the system makes it easy to combine data from various sources to support 
business decision making; 4) system accessibility, the ease to access information; 5) system 
time respond, assuming a rapid or timely system respond to requests of infomation. 

In e-learning context, sistem quality is measured with functionality system which is a 
perceived ability towards e-learning system to provide a flexible access on instructional 
aspects and media assessment. Islam (2010) stated there are 3 factors influencing system 
quality, namely accessibility, ease of use and reliability. Accesibility is a level of 
accessibility, ease of use is the level to which every individual is easy to use e-learning. 
Reliability is the dependability of thee-learning system operation. Lee, Shin and Lee (2009) 
stated that there are several factors concerning system quality namely flexibility, integration, 
response time, sophistication, reliability, accessibility, usability, and ease use. The definition 
used in this study is the quality of information technology system used based on users' 
perception. System quality in this study is measured by accesibility, flexibility and 
adaptability. 

Several study results (Zeithalm, 2000; Lee, Shin and Lee, 2009; Islam,2010) can 
prove that system quality affects perceived satisfaction, which will affect behavioral intention 
(Davis,J989; Ajzen and leek, 1991; Cheng, 2012). Based on theories, concepts, and supports 
of several empirical researches, two hypothesis were proposed: 
Hypotheses la: System quality has a positive direct effect on perceived satisfaction in 
terms of enjoyable and benefit 

Hypotheses lb: System quality bas a positive direct effect on intention to use expressed 
in terms of regular! usage and recomendation. 

Information Quality 
Infonnation quality is the degree where information has content, form, and time 

characteristics which gives a value to certain end users (O'Briens, 2005). A system of IT 
usage should be able to provide information to support decision making in a 
company/organization (Seddon, 1997). According to O'Briens (2005), information quality can 
be interpreted as measurement of content quality of information system. Jogiyanto (2005) 
describes that infonnation quality consists of three things namely: 1) accuracy, information 
should be free from mistakes and not biased; 2) in a timely manner, information received by 
recipient should not come late; 3) relevant, available information has value in accordance 
with the required benefit of users. 

In the context of e-learning quality, infonnation indicates the quality of the content. 
The quality of information is measured using a accuracy, completeness, efficiency, relevance 
and timeliness information dimensions (Roca et al, 2006). Information quality intended in 
this research is the user's perception of the quality of information on online tutorials. 
Information quality measurements used are usefulness, accurate and relevance aspects. 

Some study results (Zeithalm, 2000; Jogiyanto, 2005) prove that the information 
quality can affect the perceived satisfaction which in turn affects behavioral intention (Davis, 
1989; Ajzen and leek, 1991; O'Brien, 2005). Based on the theories, concepts and support of 
some empirical researches, there are two hypothesis proposed. 



Hypotheses 2a: Information quality has a positive direct effect on perceived satisfaction 
in terms of enjoyable and benefit 

Hypotheses 2b: Information quality has a positive direct effect on intention to use 
expressed in terms of regularly use and recomendation. 

Service Quality 
One of the factors that determine the level ofsucces and quality of an institution is its 

ability to provide services to customers. The success of a company in providing quality 
services to its customer, high achievement in market share, as well as the increasing profit is 
largely determined by the approach of service quality used (Parasuraman, Zeithmal dan 
Berry, 2000). The consequence of the service quality approach of a product is essential for 
company strategy to maintain itself and be successful in facing competition. One of the 
service quality approaches broadly referred to in service marketing reseaches is SERVQUAL 
(Service Quality) model developed by Parasuraman, Zeithalm, and Berry (2000) in a series of 
their studies in six service sectors, namely repair, household appliances, credit cards, 
insurance, long~distance calls, retail banking, and security brokers. There are five important 
dimensions of SERVQUAL for service, namely: tangibles, reliability, responsiveness, 
assurance and emphaty. 

SERYQUAL is built based on the comparison of two main factors, namely 
customer's perception on the tangible service they receive (perceived service) and the actual 
service expected/desired (expected service). If the reality exceeds expectation, the service can 
be regarded to have quality, on the other hand, if the reality is not as expected, the service is 
regarded to have no quality. And if the reality fulfills expectation, the service is called 
satisfactory. Therefore, service quality can be defined as how extent to which the reality 
differs from customer expectations on the service they perceive (Parasuraman, et.al, 2000). 
Customers' expectaction is basically the same with the service that is supposed to be given by 
company to its customers. This customers' expectation is based on the information submitted 
by word of mouth, personal needs, past experience and external communication 
(advertisements and various forms of company promotion). 

In e~learning context, service quality can be categorized as the support provided by 
instructors technicians for the learning process to go smoothly. Cheng (2012) defines service 
quality "as the degree to which a user perceives that the overall quality of services". This 
study defines service quality as the quality service perceived by online tutorial participants 
during the interaction with the instructor. The dimensions used to measure service quality are 
reliability, responsiveness and emphaty. 

Several studies (Gounaris et al, 2008; Cristabel and Guinaliu, 2007; 200 I; Zeithalm, 
2002) can prove that service quality affects satisfaction which will affect behavioral intention 
(Ajzen and Fishbein, 1975; Davis and Ventakesh, 1991, Ajzen and leek, 1991; Boston 
Consulting Group's Study, 2001). According to theories, concepts and supports of several 
empirical researches, there are two hypotheses proposed, namely: 
Hypotheses 3a: Service quality has a positive direct effect on perceived satisfaction in 
terms of enjoyment and benefit 

Hypotheses 3b: Service quality has a positive direct effect on intention to use expressed 
in terms of regularly use and recomendation. 

Perceived Satisfaction and Behaviroal Intention 
Providing customer satisfaction is one of the strategies to maintaining the viability of 

the company. Customer satisfaction is influenced perceptions and feelings (perceived 



satisfaction). Perceived satisfaction is defined as a sense of satisfaction for what is expected 
to exceed reality (Kotler, 2010). The relationship between customer satisfaction and 
customer expectations can be seen on the following formula: Perceived Satisfaction = 

Peiformance- Expectation. If performance exceeds expectations, the customer will feel very 
satisfied. 

The determining factor for customer satisfaction is the customers' perception of 
service quality (Zeithalm and Bitner, 2000). If further reviewed, providing customer 
satisfaction can be done by improving service quality. According to Kotler (2010) there are 
several approaches that can be done namely: 1) minimizing gaps that occur between 
management and customers. 2) the company must be able to build a shared commitment to 
create a vision in the service of process improvement. 3) giving customers the opportunity to 
submit a complaint by forming the complaint and suggestion system, for example with a toll­
free hotline. 4) developing and implementing accountable, proactive, and marketing 
partnership in accordance with the marketing situation. 

In e-learning context, construct of perceived satisfaction is often used in various 
studies. Saleh et al (2012) defmes the perceived satisfaction as the degree of user satisfaction 
on the software used and the output generated by the software. Liaw (2007) proposes that a 
satisfaction feeling of e-learning users can increase participation in the learning process, e­
learning activity provides a great opportunity for users and instructors to share experiences 
and knowledge. According to Jogiyanto, user satisfaction is user respond against information 
system outcome use. Somerset al (2005) defines perceived satisfaction as an affective attitude 
towards a particular software application by a person who interacts directly with a computer. 
Perceived satisfaction measurements used in this study was participants' attitude toward 
system interaction and benefits gained. Dimensional measurements used were benefit and 
enjoyable aspects. 

Some classical theories can prove that the satisfaction has a positive impact on 
behavioral intention (Intention To Use). Behavioral Intention is an important mediator 
variable related to the behavior in influencing the actual use. Theories that use behavioral 
attention construct is the Theory of Reasoned Action (TRA) (Ajzen, 1975); Theory of 
Planned Behavior (TPB) (Ajzen and Fishbein, 1980); Decomposed TPB (Taylor and Todd, 
1995) and Technology Aceptance Model (TAM) (Davis, 1989). Behavioral attention is the 
variable that causes the behavior of an attitude and becomes an influencing mediator of 
various motivational factors that have an impact on behavior. In addition, the intention also 
shows how hard a person dare to try, how much effort is planned for someone to do, and the 
most influential intention for another behavior is the behavior of real use to product/ services 
(Ajzen and leek, 1991). 

The intention to perform a behavior (intention to use) is the tendency of a person to 
choose to do or abstain from doing any act. This intention is determined by the extent to 
which the individual has a positive attitude to a certain behavior, and the extent to which the 
choice to perform these behaviors have the support of others who are influential in their lives. 
TPB concludes that the goal is the dominant factor in determining the decision to act or not. 
All factors that could influence actual behavior are a manifestation of indirect influence on 
behavioral objectives. In the context of the behavior of the use of technology, two experts 
Davis (1989) and Davis and Ventakesh (1991) suggest the Technology Acceptance Model 
(TAM) using three important constructs as predictors that influence the intention, namely: 
perceived usefulness, perceived ease of use and attitude. TAM is widely used to predict a 
person's behavior in relation to the use of technology. 

In e-learning context, some studies used behavioral intention construct to be able to 
measure the extent to which the effectiveness of the learning process has been workable. A 
study of Chen (20 II) showed that the quality (information, systems and services) are 



important determinants that may affect the acceptance of e-learning. Then Ho (2009) 
suggests that the determinants of e-learning outcomes is the quality system, technology 
readiness and learning behavior. Learning outcomes in this case are related to skill 
development and satisfaction. Ma et al (2013) defines behavioral intention as the intention to 
continue using e-learning which is affected by factors of ease of use, quality of information 
and benefits. Chen et al (2011: 1596) states that "intention of use of e-leaming is influenced 
by the benefit of innovative technology and affect satisfaction". This study defines the 
behavioral intention (intention to use) as the intention to use the online tutotial as a part of a 
self-learning activity. Operational measures used are self learning (regularly use) and 
recommendation. 

Based on the theories, concepts and empirical research support, there is a hypotheses 
can be proposed, namely: 
Hypotheses 4: Perceived satisfaction has a positive direct effect on intention to use 
expressed in terms of regularly use and recomendation. 

Research Methodology 
The method used in this research is descriptive and verification (Cooper and 

Schindler, 2011: 155). The verification method is used by applying explanatory research 
method to explain the nature of causal relationships through hypotheses testings. To obtain 
research data, survey method was used. In this study, the target population was participants of 
online tutorial of UT guidance by lecturers of UT and outsourcing lecturers of period 2015 
(semester 1 and 2). Sampling in this study was done by using stratified random sampling 
based on several considerations, namely: 1) The representativeness of the sample thus 
improving the efficiency of statistics, 2) provision of sufficient data to analyze the various 
strata (Cooper and Schindler, 2011: 379). Method of sample selection was done by 
proportional-random sampling. Determination of the sample was done by using 
recommendations from Hair et al (2014). Sample size was determined by the maximum 
number of arrows pointing at the construct (Hair et al (2014: 21), which this study was 
amounted 7. With a significance level of 5%, the minimum number of samples of 
respondents was of 80, the distribution was based on the proportional allocation, namely the 
spread on a comparable basis in accordance with the courses taken by the participants. For 
the purposes of this study, data were collected by using a questionnaire that had been 
prepared for respondents. This study used verification as analytical method. Verification 
analysis was used to test the hypotheses by using statistical tests with Covarians-based SEM­
LISREL designed to solve complex multiple regression (Vinzi 2010: 308). 

Analisis and Discussion 
The number of respondents participated in this study was 1252 people. Questionnaires 

were distributed by email to the target respondents, which are students of Management 
Department/Study Program participating in online tutorials. Based on sex, there were 51% of 
female respondents and 49% of male. In terms of age, the range of the respondents was over 
21 years (83%), which was dominated by aline tutorial participants aged 21-25 years 
(37.6%). 



In terms of UPBJJ-UT (UT's Regional office) where student came from, it found 
that the respondents came from almost all UPBJJ-UT included UPBJJ-UT abroad. In terms of 
frequency, respondents were dominated by students from five UPBJJ-UT namely Jakarta 
(15.3%), Bandung (5.8%) followed by Bogar and Batam, which reached 5.8%. Profile of 
respondents indicated that sample data was fairly representative to represent the population 
namely entire student population representing management Department/Study Progam which 
followed online tutorial ofUT. 
Ana/isis Structural Equation Modelling 

In table 2, it can be seen the calculation of goodness of fit/ GOP (suitability test 
model) of 1252 respondents. SEM-Iisrel requires to test model fit. GOP measurements show 
that the model planned is good and fit because after it has been tested for its suitability, its 
value is concidered as good and marginal than the cut off value. Thus, theoretically and 
conceptually, the model proposed or developed in research framework was supported by 
empirical conditions. Calculation result showed that the value of GOP is 8 and the size of 
GOP showed a good suitability, on the other had 7 other GOP showed less suitability. 
Therefore, it can be concluded in overall that the suitability of the model was good. 

Figure 2: Model Estimates 



Measurement model has resulted estimation model (Figure 2) and t value model (Figure 3). 
Analysis the influence of each variables can be seen in the table 3. Based on that statistic 
result, it can be seen the summary ofhyphotesis testing result on figure 4. 
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Figure 4 : Hyphotesis Testing Results 
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Concerning with the influence of service quality on perceived satisfaction and 
intention to use, the results showed that this study had not been able to prove that the service 
quality significantly influences the perceived satisfaction. Service quality that shows how the 
tutors provide feedback, respond and always provide solutions to the problems of the students 
has not been able to significantly affect the perceived satisfaction. This means that service 
quality cannot affect the satisfaction of aline tutorial participants in UT which was 
represented on the perceived benefit, namely helping students to understand the module, 
providing online learning experiences and providing responsive tutor supports at the time of 
interaction. This research can prove that service quality significantly influenced the intention 
to use online tutorials in UT. These findings indicated that the service quality that showed 
how the tutors provide feedback, respond and always provide solutions to the student's 
problems affect the intention to use. This means that service quality impacted on a few things 
such as: the desire to reuse the online tutorials of UT, reluctance to recommend and 
encourage the other party (friends) using online tutorials. The findings of this study indicate 
that service quality encouraged behavior, that is the intention or desire to use online tutorials 
in the future. The research findings indicate that the tutor's readiness to respond and provide 
solutions to the problems of the students as online tutorial participants was assessed as 
something positive to encourage giving recommendation to other parties. 

Concerning with the effect of system quality on perceived satisfaction and intention to 
use, this research can prove that the system quality may affect the perceived satisfaction, it 
means ease of students participating in online tutorials of UT in terms of the following: 
choosing the subjects to be studied, discussion, accessing anytime and anywhere as well as 
the use of simple, all of them overall can affect the satisfaction in utilizing online tutorials in 
UT. Student satisfaction as online tutorial user of UT was represented by the perceived 
benefit, namely helping to understand the module, providing online learning experiences and 
responsive supports of tutors at the time of interaction. Support of a reliable system quality 
on online tutorials of UT was indispensable for the role of a reliable IT infrastructure is 
important, because it is responsive internet design, where technology is the basis of 
instructional design for changing the online tutorials to be adaptive behavioral learning. 
However, this study did not manage to prove that the quality sytem significantly affect on 
intention use. These findings indicated the ease of students as online tutorials participants of 
UT in choosing the subjects to be studied, discussion, accessing anytime and anywhere, and 
simple usage overall did not have a significant impact on the intention to use. This means that 
the system quality was assesed by students participating in online tutorials of UT not able to 
provide a significant impact on a few things such as: the desire to reuse the Tuton UT, 
reluctance to recommend and encourage the other party (friends) using online tutorials and do 
not want to spread positive things about online tutorials on to others. This study result 
indicates that system quality is not enough to affect the intention to use the online tutorials. 
This finding may indicate that the quality system which is strongly influenced by the quality 
of the technology does not play an important role in supporting the functional aspect of e­
learning, to which according to Cheng (2012) shows the flexibility, convenience and 
reliability that can impact the quality of online tutorials that ultimately has not been able to 
make the students participating in online tutorials to recommend and communicate positive 
things to others (friends, family). 

Concerning with the influence of information quality on perceived satisfaction and 
intention to use, the study can prove that the information quality significantly influences the 
perceived satisfaction. This means that the quality of information on online tutorials of UT, 
namely in terms of substance, the presentation of the material, aspects of interest in the 
process of online learning, ease of discussion and the structured structured, overall affects on 
perceived satisfaction. The students' satisfaction as online tutorial users in UT is represented 



on the perceived benefit, namely in helping to understand the module, providing online 
learning experiences and responsive tutor support at the time of interaction. However, this 
study did not manage to prove that the information quality significantly influences the 
intention to use. These findings indicated that the quality of information on online tutorials of 
UT in terms of substance, material presentation, aspects of interest in the process of online 
learning, ease of discussion and structured schedule, overall affects the perceived satisfaction 
and did not have a significant impact on the intention to use. That means information quality 
assessed by students as participants of online tutorials of UT cannot provide significant 
impact on a few things such as: the desire to reuse the Tuton UT, reluctance to recommend 
and encourage the other party (friends) to use online tutorials and do not want to spread the 
positive things about online tutorials to others. 

Concerning with the impact of perceived satisfaction, this research was succesfully 
proved that the perceived satisfaction has powerful influence on the intention to use. This 
means that the perceived satisfaction of students as participants of online tutorials of UT is 
represented on the perceived benefit of helping to understand the module, providing online 
learning experiences and responsive support from tutors at the time of interaction, the overall 
impact on intention to use. The intention to use in this study is indicated as a desire to reuse 
online tutorials ofUT, reluctance to recommend and encouraging other party (friends) using 
online tutorials. This study supports the concept/theory and empirical studies conducted by 
several experts such as a study of Cheng (2012) which shows that the quality (information, 
systems and services) is an important determinant that may affect the acceptance of e­
learning. Then, Ho (2009) suggests that the determinants of e-leaming outcomes are the 
quality system, technology readiness and learning behavior. Learning outcomes in this case 
are related to skill development and satisfaction. Ma et al (2013) defines behavioral intention 
as an intention to continue using e-learning which is affected by factors of ease of use, quality 
of information and benefits. Similar opinion is stated by Chen et al (2011: 1596), that 
"intention of use of e-learning is influenced by the benefit of innovative technology and 
affect satisfaction ". 

Conclusion and Future Research 

The findings of this study modeling may prove three hypotheses that had positive and 
significant effects, which is perceived satisfaction which was influenced by system quality 
and information quality, intention to use which was significantly affected by service quality 
and perceived satisfaction. However, other hypotheses proved that system quality and 
information quality did have significant effect on intention to use, and service quality did not 
significantly influence theperceived satisfaction. Facts on the ground indicate that the online 
tutorial services to students had not been optimized. If futher explored, it was known that 
mostly students considered the user interface on the quality system included as medium 
category, whereas in information quality, especially the ease of discussion and presentation of 
the material were assessed as not optimal by the students. Overall, service quality was 
assessed as not optimal by students as online tutorial participants and was categorized as 
medium. These findings indicated that the tutor function as a facilitator and course manager 
is not optimal yet meaning has not been actively providing feedback, responses and solutions 
to the problems of students. Service quality that is not optimal yet becomes the cause of 
insignificant effect on the intention to use, namely in notifying the positive things about 
online tutorials. 



Based on these findings, research needs to be done to measure important determinant 
factors affecting satisfaction and intention to use related to system quality and information 
quality. 
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