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ABSTRACT

	
Aims: Management Information Systems (MIS) play a crucial role in improving the quality of academic services in schools. This study aimed to examine the management of MIS in academic services at public vocational high schools in Gorontalo City using the SERVQUAL framework, which evaluates service quality across five dimensions: tangibility, reliability, responsiveness, empathy, and assurance.
Methodology: This study employed a quantitative descriptive–explanatory design. The research population consisted of 458 teachers from public vocational high schools in Gorontalo City, with 137 respondents selected through random sampling based on Harry King’s Nomogram (6% margin of error; 94% confidence level). Data were collected using SERVQUAL-based structured questionnaires, limited interviews, and document analysis. Instrument validity and reliability were tested through expert judgment, item–total correlation, and Cronbach’s Alpha (≥ 0.70), with data analyzed using descriptive percentage analysis.
Results: The findings indicated that MIS management in school academic services was categorized as good across all five SERVQUAL dimensions, reflecting adequate infrastructure, reliable information services, responsive administrative support, empathetic user assistance, and assured service reliability.
Conclusion: MIS has been managed effectively to support academic services in public vocational high schools in Gorontalo City. Nevertheless, continuous improvement is recommended through capacity building, regular system evaluation, and sustained institutional support to enhance service effectiveness, responsiveness, and long-term service quality.
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1. INTRODUCTION

The development of information technology in the digital age has driven significant changes in the management of education administration, including in vocational high schools. The digitization of school administration has become a strategic necessity to improve the effectiveness, efficiency, and transparency of academic services. One concrete form of this digitization is the implementation of a Management Information System (MIS) or an Education Management Information System (EMIS), which serves as an integrated system for school data management to support decision-making, academic services, and the accountability of educational institutions. Without an optimally managed MIS, schools are likely to face various administrative problems, including data inaccuracies, service delays, and reduced stakeholder trust.
Several international studies confirm that MIS is a key component in modernizing education management. Martins et al. (2019) in their research on educational institutions concluded that the quality of the system significantly influences the success of an education management information system, the quality of information, and the system's ability to support managerial decision-making. These findings reinforce the view that MIS functions not only as an administrative tool but also as a strategic instrument for improving the quality of academic services and school governance. Thus, effective MIS management is an important prerequisite for achieving professional, data-driven school management.
In addition, manual school administration management remains a significant source of various academic service constraints, especially in developing countries. Setiawan and Rahmawati (2021) reported that around 62% of schools in Indonesia that manage administration manually experience data errors more than once per academic year, accompanied by service delays due to lengthy verification processes. A MISilar condition was also reported in a study by Bush and Glover (2014), which emphasized that weak information systems and data-based management are among the main obstacles to improving the quality of school governance in developing countries. This shows that limitations in the administrative system directly affect the effectiveness of academic services and the performance of schools. Although the adoption of MIS in Indonesian schools continues to increase, the effectiveness of its management remains a challenge. Data from the Ministry of Education, Culture, Research, and Technology (2023) shows that more than 70% of schools have adopted a digital-based information system. However, the success of its implementation is greatly influenced by the readiness of human resources, the availability of infrastructure, and the school's managerial commitment. Anwar and Cahyono (2022) found that 58% of schools still experience MIS management problems due to limited technical training and weak internal supervision. These findings align with those of Martins et al. (2019), which emphasize that aspects of change management and user competence primarily determine MIS's success.
The challenges of MIS management become even more complex at the vocational school level, which has more diverse administrative characteristics, including expertise programs, industrial work practices, and competency certification. A study by Kristanti and Putra (2025) shows that implementing MIS in vocational schools can increase the efficiency of administrative services by up to 45% when supported by systematic, sustainable management. These findings are reinforced by Temeljotov-Salaj and O'Mahony (2021), who assert that the digitization of education administration systems will have a significant impact if accompanied by consistent governance, internal policies, and monitoring from school management. In the context of school academic services, the success of MIS management is primarily determined by five key dimensions of service quality, namely tangibility, reliability, responsiveness, empathy, and assurance. The dimension of tangibility relates to the availability of physical facilities and technological infrastructure; reliability emphasizes the reliability of data and systems; responsiveness reflects the speed and responsiveness of services; empathy demonstrates attention to user needs; and assurance relates to data security and the professionalism of managers. Martins et al. (2019) emphasize that these five dimensions are interrelated in determining user satisfaction with education information systems.
However, a report by the Gorontalo City Education Office (2024) shows that of 10 public vocational schools in Gorontalo City, only 6 are considered to have good digital administration. The other schools still face obstacles, including low digital literacy among educational staff, limited access to technological devices, a lack of technical training, and weak internal monitoring. This condition shows a gap between the availability of technology and the quality of MIS management in school academic services. Based on this background, there is still an empirical gap between the implementation of management information systems and the quality of academic services in schools, especially at the vocational high school level. Therefore, this study aims to analyze the management of Management Information Systems in school academic services in public vocational schools in Gorontalo City by reviewing five main aspects, namely: (1) tangibility, (2) reliability, (3) responsiveness, (4) empathy, and (5) assurance. The results of this study are expected to provide an empirical description of the quality of MIS management and serve as a basis for formulating strategies to improve academic services that are more effective, accountable, and sustainable.
2. LITERATURE REVIEW
The SERVQUAL framework was adopted in this study as a theoretical basis for evaluating the quality of management of the Management Information System (MIS) in school academic services. SERVQUAL conceptualizes service quality as a multidimensional construct consisting of tangibility, reliability, responsiveness, assurance, and empathy, which collectively reflect users’ perceptions of service performance. This framework is widely applied in educational service evaluations because it systematically captures both physical and non-physical aspects of service delivery. In the context of MIS management in public vocational high schools, SERVQUAL is particularly relevant as it enables the assessment of system infrastructure (tangibility), accuracy and consistency of information services (reliability), responsiveness of administrative staff in handling academic data (responsiveness), competence and trustworthiness of service providers (assurance), and personalized attention to users’ needs (empathy). The selection of SERVQUAL is further justified by its compatibility with quantitative survey methods and Likert-scale instruments, enabling descriptive percentage analysis as employed in this study. Therefore, SERVQUAL provides a comprehensive, empirically validated framework for assessing service quality dimensions aligned with the objectives and methodological design of this research.
Management Information System Services from the Tangibility Aspect
The improvement of this already favorable aspect of tangibility is expected to further strengthen the implementation of management information systems in each school. Conceptually, tangibility reflects the physical manifestations of facilities and equipment that influence the success of an MIS in supporting administrative management and educational services in schools. As stated by Yunningsih (2022), physical evidence represents a concrete form of service quality, which is inherently intangible. When users encounter difficulty assessing the technical quality of a service, visual aspects and the physical environment, such as cleanliness, spatial arrangement, comfort, and facility aesthetics, often serve as primary benchmarks in shaping perceptions of service quality.
According to Putra and Nugroho (2021), the tangibility aspect of a management information system encompasses the availability of tangible physical and technological facilities, including hardware, network infrastructure, and other supporting facilities accessible to users. Operationally, MIS implementation tangibility involves adequate computing devices, stable infrastructure, user-friendly system interfaces, regular maintenance and technological updates, user training, and Standard Operating Procedures (SOPs) governing system use. This dimension is essential not only for enhancing user comfort but also for ensuring that the system operates optimally in supporting effective administrative management and educational services within schools.
The research findings indicate that schools generally possess sufficient computer equipment to access the MIS, supported by well-organized, adequately equipped workspaces for MIS management staff, and by the consistent availability and proper functioning of supporting equipment, such as printers and servers. Furthermore, supporting MIS facilities are regularly inspected and updated, and school technological resources are considered sufficiently modern to support system operations. Schools also provide written SOPs for MIS usage, and the system interface is perceived as professional and representative. However, several challenges remain, including unstable internet connectivity that frequently hampers system use, difficult-to-understand and confusing system interfaces, and the lack of specific training provided by schools on MIS use. According to Suryani et al. (2021), interface quality and ease of use in educational information systems significantly influence user acceptance and satisfaction. In the school context, minimizing technical barriers is crucial to ensure that teachers can focus on their primary instructional responsibilities without disruption. Specifically, MIS services, viewed from the tangibility perspective, at public vocational high schools across Gorontalo City fall into the good category, as reflected in a high average score, with the highest indicator reaching 96.64%. This condition illustrates that facilities, infrastructure, and supporting resources related to tangibility are functioning optimally. The tangibility aspect plays a vital role in ensuring comfort, convenience, and effective use of information systems in schools. Prasetyo and Andayani (2022) emphasize that high-quality services must be supported by adequate physical facilities, technological equipment, and clear operational guidelines to ensure effective system performance. Therefore, continuous improvement in the tangibility aspect is necessary to enable MIS to function more effectively in supporting educational management.
These findings are consistent with the MIS component theory proposed by Colarika and Zahro (2023), which highlights that the success of an information system depends on the integration of hardware, software, human resources, procedures, data, and communication networks. The reliability of hardware and internet infrastructure observed in the field indicates the optimal functioning of the input component within the Input–Process–Output (IPO) model described by Saleh and Soebijono (2024). Adequate infrastructure and technological support enable effective information processing. In addition, MIS training reflects efforts to strengthen the brainware component, referring to the competence of human resources in operating the system. Continuous training enables teachers and staff to become more skilled and confident in utilizing the MIS, thereby enhancing system effectiveness and efficiency. As noted by Devianarko (2022), the quality of information system outputs is largely determined by the accuracy of data processing and user competence. Consequently, human resource readiness and training availability significantly contribute to the optimal utilization of MIS as a school data management tool. A high level of tangibility also has important implications for academic service quality. According to Deviana et al. (2021), tangibles in educational services include the availability of facilities, infrastructure, and technological equipment that support academic operations. Thus, these empirical findings reinforce the view that investment in technological infrastructure and human resource development is a fundamental prerequisite for the successful implementation of MIS in schools.
Management Information System Services from the Reliability Aspect
According to Susanto and Haryanto (2021), reliability in management information systems emphasizes accuracy, precision, consistency, and the system’s ability to operate continuously without disruption. Operationally, reliability includes the accuracy of academic information accessed through the MIS, the consistency between system-generated reports and actual school conditions, system availability during operational needs, and the consistency of data updates. Validation features within the MIS play a critical role in preventing data input errors, while efficient report generation processes support smooth administrative operations. Data security training and routine data updates conducted by school administrators further enhance system reliability.
The findings show that MIS-generated academic information is generally accurate and consistent with actual school conditions, supported by regular administrative data updates. Users trust MIS data, but challenges include occasional discrepancies and system disruptions that can reduce access at critical times. Rana et al. (2021) note that reliability should be assessed by both output accuracy and system stability. In schools, where academic activities are continuous, reliability is crucial for uninterrupted operations. Specifically, MIS services viewed from the reliability perspective at public vocational high schools across Gorontalo City are categorized as good, as indicated by a high average score, with the highest indicator reaching 96.64%. This demonstrates that data accuracy, system stability, and consistency in MIS implementation are functioning optimally. Reliability is a crucial factor in building user trust and ensuring smooth educational management processes. According to Prasetyo and Andayani (2022), information system service quality is optimal when systems deliver accurate, consistent, and dependable information to users. With strong reliability, MIS usage in schools can effectively support administrative and educational service processes.
The characteristics of MIS described by Effendy et al. (2023) emphasize that systems must be capable of producing accurate, relevant, and timely information. When data accuracy and consistency are maintained, data processing and information storage functions outlined by Uspandi and Witriyono (2021) can operate effectively. In line with Hoque et al. (2023), reliability refers to the extent to which institutions fulfill commitments and meet user expectations accurately and consistently. In educational contexts, reliability is manifested through punctual academic scheduling, accurate dissemination of academic information, and efficient administrative procedures.
Within the theoretical framework of MIS functions proposed by Oktaviyana (2023), system utilization ensures data accuracy, provides consistent information, and supports informed decision-making. The research findings indicate that system reliability has been well established through effective data validation mechanisms within schools. High reliability also enhances user trust in MIS-generated information. Jauhari (2021) states that the primary objective of MIS is to provide information required by management for decision-making and operational control. When accurate information is consistently produced, this objective can be effectively achieved. In conclusion, the reliability of MIS at public vocational high schools across Gorontalo City has been effectively achieved through strengthened data validation, system maintenance, and technical training, enabling the MIS to provide consistent, trustworthy information in accordance with management information system theory.
Management Information System Services from the Responsiveness Aspect
Specifically, the system delivers fast service, responsive technical support, and prepared administration. Users generally perceive the MIS as convenient. This high responsiveness supports effective management. Prasetyo and Andayani (2022) found that service quality depends not only on physical facilities but also on responsiveness, accuracy, and friendliness. In this way, strong responsiveness in the MIS helps schools effectively support both administrative and educational services. This is consistent with Deviana et al. (2021), who emphasize readiness and quick assistance as core service quality. In MIS, this is supported by capable personnel and technical support. Loilatu et al. (2020) note that MIS accelerates service delivery for efficient service. Effective departmental coordination, as described by Effendy et al. (2023), ensures information integration.
These findings show that the process component in the Input–Process–Output (IPO) model works well. Saleh and Soebijono (2024) explain that the process stage efficiently turns input into output when users and administrators respond quickly. Setiono and Hidayat (2022) emphasize responsiveness as a key quality factor that reflects organizational commitment. Quick school responses show a user-centered service. Alshurideh et al. (2019) found that system responsiveness improves perceived service quality and system use. Dwivedi et al. (2022) add that responsiveness is vital for connecting technology and people. Thus, MIS responsiveness ensures efficient, user-focused services. MIS's strong responsiveness delivers fast, helpful service and keeps school operations running smoothly. MIS adapts efficiently to meet schools' changing needs.
Management Information System Services from the Empathy Aspect
This suggests the system addresses user needs, though there is room for further optimization. Strengthening empathy is expected to enable more comprehensive implementation. As a concept, empathy reflects care and attentiveness in system access and use, playing a vital role in administrative processes and educational service management in schools. According to Putra and Nugroho (2021), empathy in information systems goes beyond providing technology. It requires understanding users, being approachable, and recognizing users’ limits and workloads. MIS empathy means understanding needs, offering help and training that fit those needs, and accounting for teacher workloads. Indicators include training that fits users’ needs, patience with beginners, features that match users' needs, one-on-one help, feedback, various training methods, awareness of IT limitations, easy-to-use design, and policies that account for workload.
This dimension matters because it increases user comfort, engagement, and fit with user needs. Rahayu and Lestari (2021) found that empathy improves user acceptance and reduces barriers, encouraging regular use. Support and clear communication help users feel involved. Hidayat et al. (2022) say empathy in IT services increases satisfaction and quality. Empathy enables MIS to provide both technical and positive user experiences in schools. Research shows the empathy aspect of MIS at Gorontalo City's public vocational high schools is rated very good, with high average scores and a peak of 96.64%. This means schools pay close attention to user needs, especially those of teachers. High empathy builds comfort, satisfaction, and trust in MIS. Prasetyo and Andayani (2022) note that high-quality services are personalized and supportive, making empathy vital for MIS support.
These results highlight the significance of empathy in the SERVQUAL model (Deviana et al., 2021), where understanding and supporting users are core aspects. Providing adequate training and guidance to teachers and staff demonstrates empathy on the part of administrative service providers. Oktaviyana (2023) states that MIS depends on clear, two-way communication between system managers and users. Empathetic communication boosts user understanding and use of MIS. Colarika and Zahro (2023) add that MIS human resources act as facilitators rather than just operators. When operators and administrators show empathy, users find MIS comfortable and easy to use.
These findings also support the statement by Nasmin, Arifin, and Rahman (2023) that high-quality academic services meet the individual needs of students and teachers with responsive, personalized administrative support. Empathy in MIS management strengthens a user-centered service culture and creates more open communication among operators, administrators, and teachers. Empirically and theoretically, strong empathy reflects attention to user needs and a high level of comfort with MIS implementation. This integration of technological and humanistic aspects is essential for effective, user-oriented academic services.
Management Information System Services from the Assurance Aspect
Enhancing assurance fosters a sense of safety, trust, and certainty among users when operating the system. Conceptually, assurance reflects consistent and professional service quality that supports user confidence in the reliability of management information systems in schools. According to Setiawan and Ardianto (2021), the assurance dimension in information system service quality emphasizes user trust built through data security, information confidentiality, and the technical competence of system managers. Operationally, assurance in MIS includes indicators related to data security and privacy, administrator competence and professionalism, and user education and development. Thus, assurance not only guarantees data protection but also ensures that system managers possess the professional capacity to deliver accountable and transparent services.
The research findings indicate that assurance in MIS at public vocational high schools across Gorontalo City is reflected in users’ sense of security when storing academic data, the professional technical competence of MIS administrators, institutional guarantees of personal data confidentiality, the availability of security features such as login authentication and data backup, comprehensive documentation of system activities, institutional accountability in cases of data loss, administrators’ ability to clearly explain system functions, consistent implementation of system security SOPs, and user confidence in the continuous development of the MIS. However, a key gap revealed in the findings is that user education regarding digital data ethics and security remains insufficient. According to Ali et al. (2021), assurance is crucial for building user trust by combining professionalism, expertise, and service credibility. In educational settings, assurance is reflected in academic competence, professional ethics, and integrity, which serve as guarantees of educational quality. Minh et al. (2020) add that assurance significantly influences students’ perceptions of educational service quality, particularly in digital learning environments where trust in institutional credibility and system security becomes essential.
Specifically, MIS services at public vocational high schools across Gorontalo City, when viewed from the assurance aspect, fall into the good category, as indicated by high average scores and the highest indicator reaching 96.64%. This demonstrates that schools have successfully ensured data security, professional administrative competence, and supportive user education. Assurance plays a critical role in building trust, maintaining security, and enhancing professionalism in the use of information systems, thereby providing comfort and confidence to all users. Prasetyo and Andayani (2022) argue that service quality depends not only on physical facilities but also on data security, system reliability, and managerial competence, all of which help ensure user confidence. According to Effendy et al. (2023), one of the defining characteristics of a high-quality management information system is its ability to produce accurate, reliable, and trustworthy information. The research findings indicate a high level of trust in the MIS, suggesting that data security and integrity have been effectively maintained, administrators possess adequate competence, and users are confident in the reliability of system-managed data. Consequently, principles of information security and data integrity have been successfully implemented, supporting system reliability and user comfort.
Furthermore, Jauhari’s (2021) theory of MIS objectives emphasizes that management information systems are designed to support managerial decision-making by providing accurate, secure information. When data security is ensured, system credibility and user trust increase accordingly. This condition is reflected in the interview findings, indicating that users feel confident and secure when accessing the MIS because of their trust in data protection mechanisms. From the perspective of the human (brainware) component of MIS, Colarika and Zahro (2023) emphasize the importance of competence and professionalism in data management. The study findings show that data security training has been adequately provided, enabling users to operate the system safely, minimize input errors, prevent data breaches, and avoid information manipulation, thereby maintaining system credibility. The assurance dimension is also closely related to professionalism and ethical conduct among system managers. In accordance with Regulation No. 16 of 2007 of the Minister of National Education, teachers and educational staff are required to master information technology for administrative and instructional purposes. With high competence and responsibility in safeguarding information security, the application of technology provides assurance of reliable educational services. Theoretically, these results reinforce the view of Loilatu, Rusdi, and Musyowir (2020) that management information systems play a vital role in enhancing transparency and accountability within educational institutions. Transparency can be achieved when systems provide guarantees of data security, accuracy, and credibility for all users.

3. methodology

This study employed a quantitative, descriptive–explanatory design to assess the quality of management information system (MIS) management in school academic services. The study was conducted in public vocational high schools (SMKs) across Gorontalo City, Indonesia, from June to November 2025. The study population consisted of all teachers at public vocational high schools (SMK Negeri) in Gorontalo City, totaling 458 individuals. Teachers were selected because they are the primary users of the School Management Information System (MIS) and have direct experience in its utilization for administrative and academic processes. The sample size was determined using the Harry King Nomogram, with a 6% margin of error and a 94% confidence level, yielding a 30% confidence interval and a total sample of 137 respondents, which was considered representative of the population. The research instruments comprised a structured questionnaire and a limited interview guideline developed based on theoretical frameworks of school MIS management. To ensure instrument quality, content validity was assessed through expert judgment, and empirical validity was tested using item–total correlation, while reliability was evaluated using Cronbach’s Alpha with a coefficient of ≥ 0.70. Prior to the main data collection, the instruments underwent a pre-test with respondents with similar characteristics outside the study sample to assess clarity and feasibility, and quality assurance was implemented through the development of systematic, consistent interview guidelines to ensure the validity and reliability of the collected data.
Documentation was used to support the research data through the review of school administrative documents, MIS reports, and other supporting evidence. The research instrument was developed based on the service quality concept (SERVQUAL), which comprises five dimensions: tangibility, reliability, responsiveness, empathy, and assurance. The questionnaire consisted of 50 items, including both positively and negatively worded statements, with reverse scoring applied to certain items to ensure consistent and objective responses. Data were analyzed using descriptive percentage analysis, in which each respondent’s answer was calculated based on frequency and achievement scores, then compared with ideal scores to obtain achievement percentages, which were subsequently categorized into five levels: very good, good, fairly good, poor, and very poor.


4. results and discussion

The results of this study describe the quality of Management Information System (MIS) services in school academic services at public vocational high schools (SMK Negeri) throughout Gorontalo City, viewed from five aspects: tangibility, reliability, responsiveness, empathy, and assurance.
Management Information System Services from the Tangibility Aspect
The tangibility aspect relates to the availability of physical facilities, system appearance, and ease of access to the MIS. In general, the results indicate that the tangibility aspect of the MIS falls into the good category, signifying that supporting facilities and system interfaces are sufficiently adequate to support academic services. A summary of the research findings is presented in Table 1.
Table 1. Summary of Tangibility Aspect Scores
	No
	Statement
	Score
	Percentage (%)
	Category

	1
	The school has sufficient computer equipment to access the MIS.
	564
	82,34
	Good

	2
	The school’s internet connection is often unstable, which hinders the use of the MIS.
	563
	82,19
	Good

	3
	The MIS user interface is difficult to understand and confusing to use.
	578
	84,38
	Good

	4
	The workspace for MIS management staff is well organized and suitable for use.
	571
	83,36
	Good

	5
	Supporting equipment such as printers and servers is always available and functions properly.
	654
	95,47
	Very Good

	6
	Supporting facilities for the MIS are routinely inspected and updated.
	577
	84,23
	Good

	7
	The school’s technological infrastructure is sufficiently modern to support MIS operations.
	655
	95,62
	Very Good

	8
	I have never received special training from the school regarding the use of the MIS.
	579
	84,53
	Good

	9
	The school provides written Standard Operating Procedures (SOPs) for the use of the MIS.
	578
	84,38
	Good

	10
	The MIS in use has a professional and representative appearance.
	662
	96,64
	Very Good

	Average Total
	598
	87,31
	Good


Source : Primary data, 2025
Based on the diagram “Summary of Tangibility Aspect Scores,” it can be explained that the level of availability and quality of supporting facilities for the Management Information System (MIS) in these schools is classified as good, with an overall percentage score of 87.31%. Based on the study conducted at public vocational high schools (SMK Negeri) across Gorontalo City, the MIS was found to be good, with a 87.31% rating. This indicates that the available facilities, infrastructure, and supporting resources have optimally supported the effective use of the MIS.
Management Information System Services from the Reliability Aspect
The reliability aspect assesses the ability of the MIS to provide accurate, consistent, and dependable services. The results show that MIS reliability is categorized as good, indicating that the system is capable of performing its functions according to user needs in a fairly consistent manner. A summary of the findings is presented in Table 2.
Table 2. Summary of Reliability Aspect Scores
	No
	Statement
	Score
	Percentage (%)
	Category

	1
	Academic information accessed through the MIS is always accurate.
	577
	84,23
	Good

	2
	Grade reports and student data in the MIS are often inconsistent with actual conditions.
	654
	95,47
	Very Good

	3
	The MIS frequently experiences disruptions, making it unavailable when needed.
	550
	80,29
	Quit Good

	4
	Validation features in the MIS help prevent data entry errors.
	578
	84,38
	Good

	5
	Report generation through the MIS is fast and runs smoothly.
	662
	96,64
	Very Good

	6
	I have received training on data security related to the MIS.
	578
	84,38
	Good

	7
	Data generated by the MIS reflect the actual conditions in the school.
	654
	95,47
	Very Good

	8
	The MIS functions consistently every time it is used.
	577
	84,23
	Good

	9
	I trust all information generated by the MIS.
	579
	84,53
	Good

	10
	School administrators routinely update data in the MIS.
	661
	96,50
	Very Good

	Average Total
	607
	88,61
	Good


Source: Primary Data, 2025
Based on the diagram “Summary of Reliability Aspect Scores,” it can be explained that the level of reliability of the Management Information System (MIS) in these schools is classified as good. The overall percentage score of 88.61% indicates that the system has been operating optimally in ensuring the accuracy, consistency, and reliability of academic data.
Based on research conducted at public vocational high schools across Gorontalo City, the management information system, when viewed from the reliability aspect, falls into the good category, with an average score of 88.61%. This indicates that the system has provided accurate, consistent, and reliable services to users. Continuous improvement in this already strong reliability aspect is expected to support sustainable MIS implementation, thereby increasing teachers’ and staff’s confidence in using the system. Conceptually, reliability reflects the system’s ability to deliver accurate and consistent information, thereby strengthening user trust in educational administrative management through MIS.
Management Information System Services from the Responsiveness Aspect
The responsiveness aspect relates to the speed and promptness of schools and MIS administrators in providing services and responding to user needs. The results show that the responsiveness aspect of the MIS is categorized as good, indicating a sufficiently fast and helpful response from system administrators. A summary of the findings is presented in Table 3.
 Table 3. Summary of Responsiveness Aspect Scores
	No
	Statement
	Score
	Percentage (%)
	Category

	1
	MIS operators are not sufficiently responsive when technical problems occur.
	578
	84,38
	Good

	2
	School administrative staff respond promptly when assistance with the MIS is needed.
	655
	95,62
	Very Good

	3
	Academic services delivered through the MIS take a long time to be completed.
	646
	94,31
	Very Good

	4
	Technical assistance is provided when problems with the MIS occur.
	578
	84,38
	Good

	5
	Academic information can be obtained quickly through the MIS.
	662
	96,64
	Very Good

	6
	The school is open to suggestions for the development of the MIS.
	654
	95,47
	Very Good

	7
	Coordination between departments has become faster with the implementation of the MIS.
	648
	94,60
	Very Good

	8
	Data changes, such as grades or attendance, are processed quickly by the MIS administrator.
	578
	84,38
	Good

	9
	MIS administrators are friendly when providing assistance.
	579
	84,53
	Good

	10
	Requests for academic documents can be fulfilled quickly through the MIS.
	578
	84,38
	Good

	Average Total
	616
	89,87
	Good


Source: Primary Data, 2025
Based on the diagram “Summary of Responsiveness Aspect Scores,” it can be explained that the level of responsiveness of the Management Information System (MIS) in these schools is classified as good, with an average percentage score of 89.87%. These results indicate that the speed and responsiveness of schools in providing services and technical assistance related to MIS usage are functioning optimally.
Based on a study conducted at public vocational high schools (SMK Negeri) in Gorontalo City, the MIS achieved a responsiveness score of 89.87%, indicating that the system provides prompt, accurate services to its users. This high responsiveness means user requests are addressed quickly and correctly. Improving this aspect could further enhance MIS effectiveness and help staff manage services more efficiently. Responsiveness demonstrates the system’s ability to meet user needs and is a key factor in successful MIS implementation. Zeithaml et al. (2018) state that responsiveness is central to service quality, including promptness, speed, and willingness to assist. In school MIS, it means quickly resolving problems, delivering services fast, and keeping staff ready to help. Indicators include how well MIS operators resolve technical issues, staff response times, turnaround times for academic services, technical support availability, quick access to information, openness to feedback, coordination, regular data updates, friendly administrators, and timely document delivery. The research findings show that the management information system at public vocational high schools in Gorontalo City is rated as having good responsiveness, with an average score of 616 and a top score of 96.64% for the highest indicator. 
Management Information System Services from the Empathy Aspect
The empathy aspect evaluates the attention and concern of schools toward the needs of MIS users. Based on the results, the empathy aspect is categorized as good, indicating that users feel sufficiently supported and assisted in using the MIS for academic services. A summary of the findings is presented in Table 4.
 Table 4. Summary of Empathy Aspect Scores
	No
	Statement
	Score
	Percentage (%)
	Category

	1
	Training on the use of the MIS is provided in accordance with users’ needs.
	564
	82,34
	Good

	2
	The school has limited understanding of users’ constraints in utilizing MIS technology.
	563
	82,19
	Good

	3
	MIS administrators are patient when guiding new users.
	647
	94,45
	Very Good

	4
	MIS features are tailored to the needs of teachers and students.
	578
	84,38
	Good

	5
	The school provides opportunities for individual consultation regarding the use of the MIS.
	662
	96,64
	Very Good

	6
	Teachers are involved in providing feedback for MIS improvement.
	577
	84,23
	Good

	7
	MIS training considers the varying skill levels of participants.
	579
	84,53
	Good

	8
	The school demonstrates concern for limitations in human resources related to information technology.
	661
	96,50
	Very Good

	9
	Users feel comfortable using the MIS because its design is user-friendly.
	578
	84,38
	Good

	10
	MIS usage regulations have not fully considered teachers’ workload.
	560
	81,75
	Good

	Average Total
	597
	87,14
	Good


Source: Primary Data, 2025
Based on the diagram summarizing empathy aspect scores in the implementation of the Management Information System (MIS), it is evident that the level of empathy in the provision and use of MIS is classified as good, with a percentage score of 87.14%. This indicates a positive user response to empathy-related aspects in MIS services and support. Based on research conducted at public vocational high schools across Gorontalo City, the empathy aspect of the management information system was rated good at 87.14%. 
Management Information System Services from the Assurance Aspect
The assurance aspect relates to data security guarantees, administrator professionalism, and system reliability. Based on the analysis results, the assurance aspect obtained an average score of 87.62%, which falls into the good category, indicating a high level of user trust in the school MIS. A summary of the findings is presented in Table 5.
Table 5. Summary of Assurance Aspect Scores
	No
	Statement
	Score
	Percentage (%)
	Category

	1
	Users feel secure storing academic data in the MIS.
	543
	79,27
	Quite Good

	2
	MIS administrators possess professional technical competencies.
	564
	82,34
	Good

	3
	The school ensures the confidentiality of personal information stored in the MIS.
	648
	94,60
	Very Good

	4
	The MIS is equipped with security features such as login authentication and data backup.
	578
	84,38
	Good

	5
	All activities within the MIS are properly documented.
	662
	96,64
	Very Good

	6
	The school provides assurance in the event of data loss.
	628
	91,68
	Very Good

	7
	The school has not provided sufficient education regarding ethics and digital data security.
	654
	95,47
	Very Good

	8
	MIS administrators are able to clearly explain system functions.
	601
	87,74
	Good

	9
	System security standard operating procedures (SOPs) are consistently implemented by MIS users.
	561
	81,90
	Good

	10
	I believe that the school MIS will continue to be developed and improved.
	563
	82,19
	Good

	Average Total
	600
	87,62
	Good


Source: Primary Data, 2025

Based on the diagram and table summarizing the assurance aspect scores of MIS usage in public vocational high schools throughout Gorontalo City, it can be concluded that the level of security assurance and system reliability is classified as good, with a percentage score of 87.62%. This indicates that users’ confidence in data security, administrator professionalism, and system reliability is generally good. Based on research conducted at public vocational high schools across Gorontalo City, the assurance aspect of the management information system was rated good, with a 87.62% rating. This indicates that schools have been able to provide security, reliability, and professionalism in managing the MIS.
Several limitations should be acknowledged in interpreting this study’s findings. The use of an explanatory quantitative survey design means the results depend on respondents’ perceptions and may be influenced by subjective or socially desirable responses. In addition, the cross-sectional approach does not allow for observing changes in MIS-based academic services over time, so the identified relationships may not reflect long-term practices. Furthermore, the study examined only five service quality dimensions and did not assess outcome measures such as user satisfaction, service effectiveness, or academic performance, limiting the conclusions to an overview of MIS service quality.

5. Conclusion

The findings of this study demonstrate that the MIS supporting academic services in public vocational high schools in Gorontalo City has been implemented effectively. All five dimensions of service quality (tangibility, reliability, responsiveness, empathy, and assurance) achieved good performance levels, indicating that adequate infrastructure, dependable system operations, responsive service management, empathetic user support, and sufficient assurance of data security and service reliability support the MIS. Nevertheless, despite the generally positive outcomes, continuous improvement remains necessary to enhance service quality further. The effective management of MIS extends beyond technological availability and requires consistent implementation, ongoing improvement of administrative competencies, and sustained institutional commitment. Overall, this study highlights the strategic importance of MIS in strengthening the effectiveness of school academic services and emphasizes the need for responsive, user-centered, and well-managed systems to ensure sustainable service quality in educational institutions.  
Based on these findings, it is recommended that schools strengthen continuous capacity-building programs for teachers and administrative staff to enhance their competencies in utilizing and managing the MIS effectively. Regular system evaluation and user feedback mechanisms should be institutionalized to identify service gaps and ensure that the system remains responsive to users’ evolving needs. Additionally, school management should prioritize periodic system maintenance and upgrades to improve reliability, data security, and service responsiveness. Policymakers and educational authorities are also encouraged to support MIS sustainability through clear governance frameworks, adequate funding, and technical assistance, ensuring that MIS implementation consistently contributes to improved academic service quality and efficient school management.
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