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ABSTRAK

Computer-based test (CBT) semakin banyak diterapkan dalam dunia
pendidikan, termasuk di SMK Negeri 8 Palembang melalui aplikasi BeeSmart.
Namun, efektivitas dan kualitas layanan aplikasi ini perlu dianalisis. Penelitian ini
bertujuan untuk mengukur kualitas layanan BeeSmart menggunakan metode
Servqual berdasarkan lima dimensi: tangible, reliability, responsiveness,
assurance, dan empathy. Data dikumpulkan melalui kuesioner kepada siswa dan
dianalisis untuk mengetahui kesenjangan antara harapan dan persepsi pengguna.
Hasil penelitian - menunjukkan bahwa meskipun BeeSmart memudahkan
pelaksanaan ujian, terdapat kendala pada reliability, seperti keterlambatan akses,
error saat ujian, serta respons teknis yang kurang cepat. Oleh karena itu, penelitian
ini memberikan rekomendasi perbaikan untuk meningkatkan kualitas layanan
BeeSmart. Hasil ini diharapkan menjadi bahan evaluasi bagi pengembang dan pihak
sekolah.

Kata kunci: Computer-based test, BeeSmart, Servqual, kualitas layanan, evaluasi.
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ABSTRACT

Computer-based tests (CBT) are increasingly being implemented in the field of
education, including at SMK Negeri 8 Palembang through the BeeSmart
application. However, the effectiveness and service quality of this application need
to be analyzed. This study aims to measure the service quality of BeeSmart using
the Servqual method based on five dimensions: tangibles, reliability,
responsiveness, assurance, and empathy. Data were collected through
questionnaires distributed to students and analyzed to identify the gaps between
user expectations and perceptions. The results indicate that while BeeSmart
facilitates the administration of exams, there are issues with reliability, such as
access delays, errors during exams, and slow technical responses. Therefore, this
study provides recommendations for improvements to enhance the service quality
of BeeSmart. These findings are expected to serve as evaluation material for
developers and the school administration. Keywords: Computer-based test,
BeeSmart, Servqual, service quality, evaluation.
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