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Abstrak Tutorial online (daring) adalah salah satu metode pembelajaran bagi mahasiswa 
Universitas Terbuka (UT). Dalam menyelenggarakan tutorial daring, UT masih 
memiliki beberapa kendala khususnya masalah teknis yaitu aksesabilitas jaringan 
internet terutama bagi mahasiswa di wilayah kepulauan. Penelitian ini bertujuan 
untuk menganalisis tingkat kepuasan mahasiswa pada kegiatan tutorial daring di UT 
khususnya di Unit Pembelajaran Jarak Jauh di UT Ternate yang memiliki wilayah 
geografis kepulauan dengan fasilitas internet yang terbatas. Populasi penelitian ini 
adalah mahasiswa UT semester dua yang tersebar di berbagai daerah di Ternate. 
Pengumpulan data dilakukan dengan menyebarkan kuesioner secara daring dengan 
sampel terdiri dari 24 reponden. Hasil penelitian menunjukkan bahwa secara umum 
mahasiswa puas dengan layanan tutorial daring. Tingkat kepuasan mahasiswa 
terhadap kemudahan akses tutorial daring mencapai 96,04%, bahkan untuk aspek 
penyajian materi, tingkat kepuasan mencapai 100,77% yang berarti bahwa kepuasan 
mahasiswa melebihi harapan mereka. Kemudian, penilaian mahasiswa terhadap aspek 
interaksi dalam tutorial daring menunjukkan tingkat kepuasan sebesar 89,92%, 
sedangkan untuk aspek tugas, kepuasan siswa mencapai 97,05%. 

 
Kata Kunci:  akses, interaksi, kepuasan mahasiswa, materi, tugas, tutorial daring 
 

Abstract The online tutorial is one of the learning methods used by students at the Open 
University (OP). One main obstacle in delivering online tutorial in OP is the accessibility 
of the internet, especially for the students living in archipelagic areas in Indonesia. This 
study aims to analyze the level of student satisfaction towards online tutorial activities 
at OP, especially for the Distance Learning Unit of OP Ternate that located in an 
archipelagic area with limited internet facilities. The population was the second-
semester students come from various regions in Ternate. Research data were collected 
by distributing online questionnaires. The sample consisted of 24 respondents. Results 
showed that, in general, students were satisfied with online tutorial services. The level of 
student satisfaction towards internet access in the online tutorial was 96.04%, and for 
the aspect of presenting the learning materials, the satisfaction level was up to 100.77%. 
These findings indicated that student satisfaction exceeds their expectations. 
Furthermore, student satisfaction level towards the interaction aspect in the online 
tutorial was 89.92%. For the class assignment, the student satisfaction level was 97.05%. 
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Introduction 

The 4.0 industrial era has affected almost all 
sectors of social life, including education in 
line with the development of the e-learning 
method used in many countries, including 
Indonesia. Open University or OP is the only 
university that implements long-distance 
education in Indonesia.  Since 2000, OP has 
developed an e-learning system for students in 
all provinces in Indonesia. Furthermore, 
nowadays, OP's online system has been 
implemented both for the learning and 
administration processes, including 
registration, tutorials, examination, and other 
services.  
 
OP has developed an online tutorial as a 
learning method for students participating in a 
long-distance education. In the online activity, 
students can interact intensively with tutors 
and digital learning resources provided by OP 
(Pribadi et al., 2018). Research by Sugilar 
(2014) shows that the use of online tutorials 
by students increased every year, along with 
the increased numbers of the new students. 
Five main reasons are underlying the advance 
of online learning, i.e., (1) access; (2) 
efficiency; (3) stability; (4) costs; and (5) 
technology. The growth of online learning 
activities in higher education and secondary 
schools is proof as a high demand to obtain 
educational services among the community. 
Expanding learning opportunities using online 
learning provides opportunities for people to 
enhance their careers and gain new 
knowledge and skills (Pribadi et al., 2018). 
This condition is certainly very positive for the 
development of OP as a provider of distance 
education. The education services provided 
will be extensive and the benefits can be useful 
for the broader community. 
 
Research by Pandiangan et al. (2012) shows 
that students who are active in online 
tutorials, as indicated by active participation 
in discussions and finishing class assignments, 
will obtain good final grades. However, the 
results of research by Farida and Yuliana 
(2014) reveal that OP student’s attitude in 
utilizing the e-learning method is highly 
dependent on the availability of internet 
facilities and the ownership of the personal 
computer. For those who can easily access the 

internet, of course, they will have a positive 
attitude towards online tutorials and other 
online services provided by the OP. 
Conversely, for students who have limited 
access towards the internet services, it will be 
difficult for them to participate in online 
learning actively. Most OP students living in 
the archipelagic area in Eastern Indonesia are 
having limited internet access. 
 
As a higher education institution that 
implements distance education, OP applies 
online learning as the primary learning 
method. In an online environment, student 
satisfaction is essential in the evaluation of 
distance learning, as it relates to the quality of 
online learning and student performance 
(Harsasi and Sutawijaya, 2018). Therefore, OP 
must ensure that all of its students, including 
those living in the archipelagic areas, can 
access online learning and satisfy with the 
provided system. Moreover, in order to 
enhance student participation in online 
learning in the archipelagic area, OP needs to 
explore the factors that affect a student's 
active participation in online learning.  Then, 
OP should analyze which factors that 
positively affect student satisfaction. 
Therefore, this study aims to investigate the 
level of student satisfaction in online learning 
in the archipelagic area and then compare it 
with their expectations.  
 
Student Satisfaction 
 
Some previous researches of online learning 
have been focusing on student satisfaction 
(e.g., Harsasi and Sutawijaya, 2018; Lai et al., 
2015; Parahoo et al., 2016).  Student 
satisfaction can be defined as a short-term 
attitude resulting from an evaluation of 
educational experience, services, and facilities 
(Weerasinghe et al., 2017).   Mukhtar et al. 
(2015) completed this definition by proposing 
that student satisfaction is a function of the 
relative level of experiences and perceived 
performance about educational service during 
the study period. Furthermore, Elliot and 
Healy (2001) stated that student satisfaction is 
a condition achieved when actual performance 
meets or exceeds student expectations. 
Student satisfaction is the level of student 
feelings after comparing the perceived results 
with expectations. Therefore, the higher 
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education institution should not merely 
provide excellent services, but also make sure 
that students are satisfied with the academic 
and administrative process. However, 
although the assessment of students is not 
always accurate or objective, their position as 
a customer put them in high bargaining power.  
 
In the concept of service marketing, the value 
can be obtained from products, services, 
systems, or something emotional. Customer 
value can be created through educational 
marketing attributes, which can be used by the 
universities to influence society in making 
higher education choices. If the purchases 
meet consumer needs and want or provide 
satisfaction, repeated purchases might likely 
occur in the future. In higher education 
services, student satisfaction towards the 
provided services will have an impact on 
loyalty. Students will tend to continue their 
studies to a higher level on the same campus. 
They will also recommend their family or 
friends to study on the same campus (Paliliati, 
2007). 
 
Causes for Service Gaps 
 
Although higher education institutions have 
delivered excellent services, there may be 
students who feel dissatisfied and 
disappointed. For example, when they failed in 
examinations or having a bad GPA. There are 
two factors behind student dissatisfaction or 
disappointment, i.e., the internal factors and 
external factors. Universities can relatively 
control internal factors. In contrast, external 
factors are difficult to control because the 
power to intervene directly is minimal 
(Indrawati, 2011). 
 
According to Gasperzh (2000), the gap or 
inequality between expectation and reality can 
occur because the expected value is higher 
than the value of consumers' aspirations for 
the services they receive. Many factors affect 
the aspirations and expectations of consumers 
for a service, as the followings: 
Needs and want are related to things felt by 
the consumers when they try to make 
transactions with producers. If at that time, 
consumers have high needs and want, then the 
expectations will be high, and vice versa. 

Experience especially when consuming 
products or services from the companies or 
the competitors. 
Experiences from friends or relatives telling 
about the quality of products and services that 
will be purchased by consumers. Experience 
from other consumers will affect consumers 
aspirations, especially on high-risk products. 
Communication through advertising and other 
marketing activities can also influence 
consumer aspirations. For this reason, 
advertising and sales should not create 
excessive campaigns that are beyond 
consumer expectations because it will 
negatively impact consumers' aspirations 
about the product. 
 

Methodology 
 
This research is a descriptive study that 
describes the level of student satisfaction in 
the Distance Learning Unit of OP in Ternate. 
Ternate has limited internet facilities. 
Satisfaction is measured by the level of the gap 
that occurs between students' expectations 
and assessments of online tutorial services 
(Sugiono, 2004). 
 
The population of this study was all second-
semester students of OP living in various 
regions in Ternate, North Maluku Province. 
The sampling method used was purposive 
sampling with the following criteria, i.e., the 
second-semester students who have 
experienced the online tutorial. Research data 
were collected from the questionnaire for 
about three months (August-October 2019). 
The final sample consisted of 24 students.  
 
Measuring the level of student satisfaction, 
this study refers to the Satisfaction Index 
according to Lovelock (1994), with the 
following formulation: 

 

Level of satisfaction =
Average evaluation score

Average expectation score
 x 100% 

 
For the presentation of classifications of 
student satisfaction levels, this study made an 
assumption.  The lowest percentage is 51%, 
and the highest percentage is 100% with four 
options of the answer, i.e., very dissatisfied, 
dissatisfied, satisfied, and very satisfied, as 
presented in Table 1. 
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Table 1. The Level of Satisfaction on Online 

Tutorial Services 

1 
Very 

Dissatisfied 
51.00% - 63.25% 

2 Dissatisfied 63.26% - 75.50% 

3 Satisfied 75.51% - 87.75% 

4 Very satisfied 87.76% - 100.00% 

 
The level of service gap is identified by 
calculating the value of service quality minus 
the value of expectations. All data analysis 
results are presented in tabular form. The 
results are also completed with the 
explanation of online tutorial services that 
consist of an assessment of aspects of the 
accessibility, materials, interaction during 
online tutorials period, and assignments.   

Results and Discussion 

Assessment of Accessibility of Online Tutorials 
 
Table 2 presents the scores of appreciation, 
expectations, and gaps in accessibility to 
online tutorials.  According to Table 2, there is 
still a perceived gap in the accessibility to the 
online tutorials page, which is -0.14. The 
highest gap values are the speed of entry to 
the online tutorials page (-0.17) and the 
accuracy of the online tutorials schedule (-
0.17). Based on the data presented in Table 2, 
the level of student satisfaction can be 
measured as follows: 
 

3.33

3.47
 𝑥 100% = 96.04% 

 
Thus, these results show that although there 
are still gaps in the aspect of online tutorials 
accessibility, student satisfaction with this 
aspect has been categorized as "very satisfied".  
The percentage of respondents in assessing 
aspects of online tutorials accessibility is 
presented in Table 3. 
 
The highest level of respondent satisfaction 
was on the ease of contacting tutors, where 
83.3% of the respondents were satisfied, and 
16.67% were very satisfied. Regarding the 
aspect of the speed of entering the online 
tutorial page, the level of dissatisfaction is 
quite considerable at 16.7%. 

Table 2. Scores for Appreciation, 
Expectations, and Gaps in Accessibility of 

Online Tutorial 

No. Description 
Scores Gap 

Assesment Expectation 
 

1 Entry speed 

to access  
online 

tutorial 

page 

3.50 3.67 -.17 

2 Accuracy of 

online 
tutorial 

schedule 

3.33 3.50 -.17 

3 Ease of 

contacting 

tutors 

3.17 3.25 -.08 

 Mean 3.33 3.47 -.14 

 
Table 3. Percentage of Respondents in 

Online Tutorials Accessibility Assessment 

No. 
Accessi- 

bility 

Evaluation of Respondents 

Very 
Dissatis- 

fied 

Dissatis-
fied 

Satisfi-
ed 

Very 
Satisfied 

Total 

n % n % n % n % n % 

1 

Speed of 
entry to the 
online 
tutorials 
page 

0 .0 4 16.7 4 
16.
7 

16 66.7 24 100 

2 

Accuracy of 
online 
tutorial’s 
schedule 

0 .0 2 8.3 
1
2 

50 10 41.7 24 100 

3 
Ease of 
contacting 
tutors 

0 0,0 0 0,0 
2
0 

83.
3 

4 16.7 24 100 

 
Assessment of Materials in Online Tutorial  

The scores of appreciation, expectations, and 
gap in the appearance of online tutorials' 
material are presented in Table 4. Based on 
Table 4, students are satisfied with the aspect 
of the attractiveness of the materials 
presented. It can be seen from the overall 
expectation value from the aspect of delivering 
online tutorials' material that has exceeded 
students' expectations. The level of student 
satisfaction can be measured as follows: 
 

3.46

3.44
 𝑥 100% = 100.77% 

 
The percentage of respondents in assessing 
aspects of online tutorials’ material is 
presented in Table 5. The highest level of 
satisfaction of respondents was on the 
presentation of varied and interesting material 
that 33.3% of them were satisfied and 66.7% 
were very satisfied. 
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Table 4. Scores for Appreciation, 
Expectations, and Gap in the Appearance of 

Online Tutorials’ Material 

No. Description 

Scores Gap 

Assess-

ment 

Expecta-

tion  

1 Presentation of varied 

and interesting 
material  

3.67 3.33 .33 

2 Material contains 

additional material 
beyond the material 

in the module to add 
insight 

3.25 3.25 .00 

3 Submission of 

material that is easy 
to understand 

3.42 3.50 -.08 

4 The material 

presented is 
completed with 
examples 

3.50 3.67 -.17 

 Mean 3.44 3.46 0.02 

 
Table 5. Percentage of Respondents In 
Assessing Aspects of Online Tutorials’ 

Material 

No. 

Presentation 

of Online 
Tutorials’ 

Material 

Evaluation of Respondents 

Very 

Dissatis 
fied 

Dissati

s- 
fied 

Satisfied 
Very 

Satisfied 
Total 

N % n % n % n % n % 

1 

Presentation 

of varied and 

interesting 

material 

(power 

points, 

videos, 

articles, etc.) 

0 .0 0 .0 8 33.3 16 
66

.7 
24 

10

0 

2 

Material 

contains 

additional 

material 

beyond the 
material in 

the module to 

add insight 

0 .0 4 
1
6.

7 

10 41.7 10 
41

.7 
24 

10

0 

3 

Submission 

of material 

that is easy to 

understand 

0 .0 0 .0 14 58.3 10 
41
.7 

24 
10
0 

4 

The material 

presented is 

completed 

with 

examples 

0 .0 0 .0 12 50 12 
50
. 

24 
10
0 

 
Assessment of Interactions in Online Tutorials 
 

Table 6 presents the scores of 
appreciation, expectations, and gap of the 
interactions in online tutorials. From Table 
6, we can conclude that students were 
dissatisfied with the interaction aspect in 
online tutorials as indicated by the overall 
expected value of -0.36. Even for the 

aspect of evaluating the conclusions drawn 
from the results of the discussion, students 
gave the lowest score (-0.58). These 
evaluations mean that students would like 
tutors to provide a general conclusion to 
help them understand the learning 
materials. Based on the data presented in 
Table 6, the level of student satisfaction 
can be measured as follows: 

3.20

3.56
 𝑥 100% = 89.92% 

 
Table 6. Scores for Appreciation, 

Expectations, and Gap of the Interaction in 
Online Tutorials 

No. Description 
Scores 

Gap Assess
-ment 

Expectation 

1 Tutors always 
provide topics for 
discussion 

3.58 3.75 -.17 

2 Students and tutors 
are active in 
discussions 

3.25 3.42 -.17 

3 Tutor always makes 
conclusions from the 
results of the 
discussion 

2.92 3.0 -.58 

4 Students are given 
the opportunity to 
ask questions 

3.17 3.58 -.42 

5 Tutors always 
answer every 
student question 

3.17 3.58 -.42 

6 Tutors always 
contact students via 
e-mail and 
encourage them to 
actively follow 
online tutorials 

3. 3.42 -.42 

7 Tutors always 
remind students to 
complete the class 
assignments 

3.33 3.67 -.33 

 Mean 3.20 3.56 -.36 

 
Table 7 exhibits the percentage of respondents 
in assessing the interaction aspects in online. 
The highest level of respondents' 
dissatisfaction was on the aspect of concluding 
the results of the discussion, where 8.3% 
stated that they were very dissatisfied, and 
33.3% were dissatisfied. 
 
Assessment of Online Tutorials’ Assignments 
 

The scores of appreciation, expectations, 
and gap in online tutorials’ assignments 
are presented in Table 8. Regarding the 
aspect of online tutorials assignments, 
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students only gave a proper assessment on 
the aspect of timeliness of assignments 
(0.25), while other aspects had low scores. 
According to the data presented in Table 8, 
the level of student satisfaction can be 
measured as follows: 
 

3.50

3.60
 𝑥 100% = 97.05% 

 
 

Table 7. Percentage of Respondents in 
Assessing Aspects of Interactions in Online 

Tutorials 

No. 
Interactions in 

Online tutorial 

Evaluation of Respondents 

Very 
Dissatis 

fied 

Dissatis 

fied 
Satisfied 

Very 

Satisfied 
Total 

n % n % n % n % n   % 

1 Tutors always 
provide topics for 

discussion 

0 0 0 0 10 41.7 14 58.3 24  100 

2 Students and 
tutors are active in 

discussions 

0 0 4 16.7 10 41.7 10 41.7 24  100 

3 Tutors  always 

draw conclusions 
from the results of 

the discussion 

 2 8.3 8 33.3 4 16.7 10 41.7 24  100 

4 Students are 

given the 
opportunity to 

ask questions 

0 0 6 25 8 33.3 10 41.7 24  100 

5 Tutors always 

answer every 
student question 

0 0 4 16.7 12 50 8 33.3 24  100 

6 Tutors always 
greet students 

via e-mail so 
students can 

actively follow 

online tutorials 

2 8.3 4 16.7 10 41.7 8 33.3 24 100 

7 Tutors always 

remind student 
to complete the 

assignment 

0 0,0 4 16.7 8 33.3 
1
2 

50. 24 100 

 
Table 8. Scores for Appreciation, 

Expectations, and Gaps of Online Tutorials’ 
Assignments 

No. Description 

Scores 

Gap Assess

ment 

Expectati-

on 

1 Assignments 

are given 
according to 
the material in 

the module 

3.75 3.83 .08 

2 Perform tasks 

according to 
the initiation 
schedule 

3.75 3.50 .25 

3 Assignments 
are evaluated 
by tutors on 

time 

2.92 3.25 -.33 

4 Assignments 
are evaluated 

by tutors 
objectively 

3.58 3.83 -.25 

 Mean 3.50 3.60 -.10 

 
The percentage of respondents in assessing 
the class assignments is presented in Table 9. 
According to Table 9, 8.3% of respondents 
stated that they were very dissatisfied with 
the tutors' timeliness in assessing class 
assignments. 

 
Tabel 9. Percentage of Respondents in 

Assessing Aspects of The Online Tutorials’ 
Assignments 

No. Assignments 

Evaluation of Respondents 

Very 

Dissatis 

fied 

Dissatis 

fied 
Satisfied 

Very 

Satisfied 
Total 

n % n % n % n % n % 

1 Assignments 

are given 

according to 

the material 

in the module 

0 0 0 0 6 25 18 75 24 100 

2 Tutors 

perform tasks 

according to 

the initiation 

schedule 

0 0 0 0 6 25 18 75 24 100 

3 Assignments 

are assessed 

by tutors on 

time 

2 8.3 0 0 20 83.3 2 8.3 24 100 

4 Assessment is 

carried out 

objectively 

0 0 0 0 10 41.7 14 58.3 24 100 

 

Satisfaction with Online Tutorial Accessability 
 
In the distance education system, the 
electronic learning used as an effective way to 
deliver learning content or subject. Therefore, 
both synchronous and asynchronous 
interaction of continuous learning can run 
well and reach a large area (Personal et al., 
2018). However, supporting resources such as 
the internet network and the commitment of 
education provider in designing and managing 
learning schedules are crucial to ensure that 
the learning process runs appropriately. 
 
Results of this study show that although in 
general students satisfied with the 
accessibility of online tutorials, their 
satisfaction level was not in line with the 
expectation. The inadequate internet network 
availability in the eastern part of the 
Indonesian archipelago is a significant factor 
causing students to experience obstacles in 
following an online tutorial. Some areas have 
internet, but the connectivity is still very slow. 
Wahyuningsih et al. (2015) show that the level 
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of accessibility of OP students to online 
tutorials varies greatly, from the lowest level 
of below 20 times to 300 times. The low levels 
of accessibility are found in the islands located 
in Eastern Indonesia, where internet access 
and IT skills are still limited. This condition is 
undoubtedly beyond OP's authority because 
the provision of internet facilities in all regions 
in Indonesia is a government responsibility. 
Therefore, OP needs to design a simple and 
user- friendly learning websites completed 
with easy to understand features for its 
students. When students can access the online 
tutorials page, students will be efficiently 
operating all of the learning features. 
Furthermore, the tutorial schedule must be 
consistently in line with the academic 
calendar. The delay in online tutorials time 
will hinder the learning process and 
disadvantage for the students. 
 
The results of the research by Frans and 
Aisyah (2018) showed that 80% of OP 
students were satisfied with the ease of 
accessing online tutorials website and its 
features, including the compliance of the class 
schedule. However, the dimensions of online 
tutorials services, i.e., fulfilment and contact 
dimensions need to be improved to give better 
service quality. It is found that some tutors 
were not really in time in giving a tutorial, 
assignment, or discussion feedback as 
scheduled. Some tutors were also reluctant to 
give their mobile phone numbers or email 
addresses that made students could not easily 
contact them to ask about the class problems. 
Fulfilment and contact dimensions greatly 
affect student satisfaction. However, the 
results of this study showed that the ease in 
contacting tutors did not conform students' 
expectations. Therefore, OP needs to be fully 
committed to ensuring that students can easily 
access online tutorial services. 
 
Satisfaction with Online Tutorial Materials 
 
Studying online certainly has its uniqueness 
because students and lecturers do not meet 
face to face in a classroom. Therefore, to 
attract students interest, the learning 
materials and methods must be designed 
innovatively so that students can enjoy the 
learning process and are motivated to learn 
independently. Online tutorials should be a 

learning medium for students to build 
independent, creative and innovative learning 
processes (Salwa, 2019). 
Pandiangan et al. (2012) argue that some 
students may not be active during the online 
tutorials due to the less interesting learning 
material presentation. Some students even 
stated that systematic presentations are not 
enticing them to learn more. Results of this 
study showed that students were very 
satisfied with the learning materials that it has 
exceeded their expectations. The presentation 
of learning materials in the online tutorial was 
varied and enticing, combining the use of 
several media such as power points 
presentations, videos, and articles. 
Furthermore, tutors did not only provide 
printed learning materials but also gave 
additional material to broaden students' 
knowledge. The presentation was also easy to 
understand. These findings showed that OP 
always improves the quality of online tutorial 
presentation regularly. However, students still 
have high expectations. Therefore, tutors can 
also complete the learning materials with real 
examples or the application of the learned 
theories to make the student better 
understand the subject. 
 
Research by Afriani (2018) showed that to 
make students easily understand the learning 
materials, tutors can link the material to the 
Open Educational Resources (OER) page 
provided by OP, especially for the difficult to 
understand subjects. To access OER, students 
must have adequate internet facilities.  
Adequate internet facilities would not be a 
problem for students living in urban areas. 
However, the majority of OP students are 
living in rural areas. Therefore, tutors need to 
have thoughtful consideration if they want to 
provide additional services in online tutorials 
through the OER page. 
 
Satisfaction with Online Tutorials Interactions 
 
The interaction between students and tutors 
as well as students with their classmates 
during the discussion is important to ensure 
that the online tutorial process runs well. 
Providing a good learning experience for 
students is very important. Interactive 
discussion among students will increase 
students' understanding and encourage them 
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to review the learning materials, especially 
about the parts they do not understand. 
 
Susilo and Suhardi (2015) state that only 
62.20% of students were satisfied with the 
intermediaries in the online tutorials, whereas 
student satisfaction with the feedback given 
by the tutor in the discussion was 84.69%. 
Results of this previous research are in line 
with this research where the level of student 
satisfaction with interactions reached 89.92%. 
Students were less satisfied with the aspect of 
the conclusion drawn by the tutors from the 
results of the class discussion.  Therefore, 
tutors must be more active, especially when 
giving feedback for students during the class 
discussion. Since most of the OP students are 
also working full time, they have less time to 
learn. Tutors must consistently motivate 
students to participate actively during the 
online tutorials and remind them to do class 
assignments. Windrati (2014) states that 
persuasive communication that developed 
effectively by tutors can increase students 
active participation in online tutorials. 
 
Satisfaction with Online Tutorials Assignments 
 
The objective of giving assignments is to get 
students involved in exploring learning 
materials (Nunan, 2004). Through 
assignments, students are expected to 
increase their understanding of the materials 
and be able to solve problems as described in 
the application form. Thus, in addition to the 
practical questions, the assignments given in 
the course are also crucial to improve 
students' skills in problem-solving (Salwa, 
2019). 
 
This research showed that 97.05% of OP 
students were satisfied with the assignments 
given by their tutors. Students stated that the 
assignments were in line with the printed 
materials given during the class and were 
evaluated timely and objectively by the tutors. 
However, there were 8.3% of students felt 
very dissatisfied with the timeliness of tutors 
in evaluating the assignments. Therefore, 
tutors need to evaluate students’ assignment 
on time so that the students will receive their 
grades on schedule. 

Conclusion 

This study draws several conclusions. In 
general, OP students are satisfied with the 
online tutorial services. The level of student 
satisfaction regarding the aspect of 
accessibility to online tutorials reached 
96.04%. Even for the aspect of learning 
materials, the level of student satisfaction 
reached 100.77%. These results indicate that 
student satisfaction exceeds their 
expectations. Then, regarding the interaction 
aspects of online tutorials, the satisfaction 
level reached 89.92%. Regarding the class 
assignments, student satisfaction reached 
97.05%. To increase the level of student 
satisfaction on online tutorial services, OP 
should consider several factors that are not in 
line with students' expectations, especially 
regarding the tutor's involvement in the class 
discussion. Tutors must increase student 
interest to follow the online tutorials. 
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