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ABSTRACT 

Millennials today who are intended as the digital generation must be able and 

understand about technological developments which are changing all the time to become 

more sophisticated and fast. The growth in the number of millennials in demanding 

education is increasing and making educational institutions increasingly developing the 

potential of existing technology. Telkom University is the best private university with the 

No.1 ranking in Indonesia which has changed the entire process of accepting prospective 

students using technology that is currently developing. The number of registrants that 

continues to increase in each year of admission makes Telkom University innovate to 

simplify the registration process for prospective students by creating a website-based 

application called "Student Admission" which is connected from the SMB Telkom website. 

The purpose of this study is to measure the dimensions of E - Service Quality contained in 

the Student Admission application on the quality and satisfaction of prospective new 

students at Telkom University. 

The method used in this research is descriptive quantitative method with the data 

used are primary data and secondary data, data collection techniques using interviews, 

observations, and questionnaires. Data collection using a population of prospective new 

students with a sample of 100 respondents. In this research, the data analysis technique used 

is descriptive analysis with the Importance Performance Analysis (IPA) and 

CustomerSatisfaction Index (CSI) methods. 

The results of the calculation of descriptive analysis show that reality and 

expectations get a score of 84.14 (very good) and 87.76 (very important). In the CSI 

calculation results, the result is 80.50 which indicates that prospective new students are 

satisfied with the Student Admission application service. The Importance Performance 

Analysis method shows that in quadrant A (top priority) regarding website access, 

information, features, PIN validation, the services provided need to be improved. 
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