&« O A\ Notsecure | jumal.aii.or.id/index.php/RESTI/authorDashboard/submission/5137 ATy hm = @ % s

® View Site & aliibrahim

Jurnal RESTI (Rekayasa Sistem dan Teknologl Informasi) Tasks (@) @ English

(v
Q
o ) RS 2 Submission Library View Metadata &
ur
Assessing User Experience and Usability in the OVO Application: Utilizing the User Experience Questionnaire and System Usability Scale for Evaluation
Submissions Ali Ibrahim F 1
(-]
Review Copyediting Production
&
Submission Files Q search
w
» @ 16813-2  ronalw, 5137-.docx (2) June 7, 2023 Article Text
+
Download All Files
Pre-Review Discussions Add discussion
Name From Last Reply Replies Closed
Confirmation ronalw aliibrahim 1
2023-06-07 09:19 AM 2023-06-23 06:36 AM
(m)]
€3
v
&« C @ mail.google.com/mail/u/0/#search/resti/FMfcgzGsnBXcwmvDknkWDjWJjjJPGgSG ® G 2 % » 0O @ :
= M Gmai Q resti X 3 enit- @ @ @ @l @
(104 < 8 = & D 8daiBe < > -
> 2 Tuiis B O w o @ <] 6 7
Mail
[RESTI] New notification from Jurnal RESTI (Rekayasa Sistem dan Teknologi Informasi) (Ekstemall Kotk vasuk &[4
/ E] Kotak Masuk 10
Chat
= Yr Berbintang g Ronal Watrianthos ronalwatrianthos@gmail.com lewat jurnal.iaii.orid Rab, 7Jun, 0920 & :
298 ® Ditunda kepada saya ~
Spaces b Terkirim ¥ Inggris v > Indonesia v  Terjemahkan pesan Nonaktifkan untuk: Inggris
(] [ Draf 16 You have a new notification from Jurnal RESTI (Rekayasa Sistem dan Teknologi Informasi):
Meet
v Selengkapnya ‘You have been added to a discussion titled "Confirmation” regarding the submission "Assessing User Experience and Usability in the OVO Application: Utilizing the User Experience
Questionnaire and System Usability Scale for Evaluation”
Label +
Link: https://jurnal.iaii.or.id/index.php/RESTl/authorDashboard/submission/5137
Dr. Ir. Yuhefizar, S Kom., M.Kom_, IPM
Jurnal RESTI (Rekayasa Sistem dan Teknologi Informasi)
7 N\ /7 N\
| & Balas ) ( ~ Teruskan )
\ /N /
<
« O A Notsecure | jurnaliaii.orid/index.php/RESTI/authorDashboard/submission/5137 A th = ®@ e I;
Jurnal RESTI (Rekayasa Sistem dan Teknologi Informasi) Tasks m @ English ® View site & aliibrahim [ Q
o b LI Submission Library View Metadata &
Assessing User Experience and Usability in the OVO Application: Utilizing the User Experience Questionnaire and System Usability Scale for Evaluation
Submissions Ali Ibrahim fid
[+
Submission Review Copyediting Production
G
L 2
Round 1 Round 2
w
s
Round 1 Status
The submission must be resubmitted for another review round.
Notifications
[RESTI] Editor Decision 2023-07-11 09:34 PM
Reviewer's Attachments Q Search
M 17060-1 , 5137-Article Text-16855-1-4-20230607.docx June 25, 2023 o
€3

jurnaliailorid/index.php/RESTI/$ES 1155 § /taby/.../fetch-review- round-info ?submissionld...




& (@] A Not secure | jurnal.iaii.or.id/index.php/RESTI/authorDashboard/submission/51

Notifications

[RESTI] Editor Decision

2023-07-11 09:34 PM

Ali Ibrahim:

We have reached a decision regarding your submission to Jurnal RESTI (Rekayasa Sistem dan Teknologi
Informasi), "Assessing User Experience and Usability in the OVO Application: Utilizing the User Experience
Questionnaire and System Usability Scale for Evaluation".

Our decision is: Revisions Required

Dr. Ir. Yuhefizar, S.Kom., M.Kom., IPM
Politeknik Negeri Padang
Phone +628126777956

jurnal@iaii.or.id

Reviewer E:

Recommendation: Revisions Required

<« G A Notsecure | jurnaliail.orid/index.php/REST|/authorDashboard/submission/5

Q,
Reviewer E: &
Recommendation: Revisions Required
i
2
G
Apakah manuskrip ini merupakan kontribusi asli?
Ya 3

Apakah judul manuskrip sudah sesuai dengan Jurnal ini ?

-
Ya +
Apakah abstrak sudah cukup informatif terutama bila dibaca secara terpisah, memberikan gambaran ringkas
dari penelitian?

Tidak
Apakah uraian dalam manuskrip disajikan dengan jelas dan mudah dipahami ?
Ya
Apakah analisis penulis cukup mendalam, terutama dalam sub bab pembahasan dan hasil ? o
Ya €€3
&« O A Not secure | jurnal.iaii.orid/index.php/RESTI/authorDashboard/submissio L't)
Ya
Q
L 4
Apakah penggunaan gambar sudah tepat dan jelas terbaca ?
o
Ya
2
[«
Apakah penalaran ilmiah, argumentasi dan interpretasi penulis memadai ?
oY
Ya
L 4
4
Apakah referensi dari penelitian sebelumnya cukup memadai dijelaskan, terutama pada latar belakang
penelitian ? o
Tidak
Apakah gaya penulisannya sudah ilmiah serta bahasanya jelas dan benar?
Ya
Berikan komentar Anda terhadap manuskrip ini ?
Mohon dicek komentar yang ada pada file terlampir.
[mi]




" |
File

ﬁ”] (fimes NewRoman_<J10 | A" A" A~ | Ao

[iE] —
Paste B|I U~ s x X v
v <¥ Format Painter &J = : A

Clipboard 5

Home Insert Draw Design Layout References

Nitro Pro

Mailings Review View Help

Fode

L~

Font

L e Dol 20304506 70 8 0. 1001 1L 1200 13-4 14 1 15 0 o

Abstract

- Advances in technology in the payment system have changed the role of cash used by the public to become more effective and
= efficient in non-cash payments. OVO has one of the largest user bases in Indonesia However, the OVO application has the
lowest rating compared to other digital wallet applications on Google Play Store and App Store. OVO receives numerous
- negam'e reviews on both Google Play .Smm and App Store. One of the common complaints expressed by users pertains to the
o of the OVO v affects their overall experience with the app. This study aims to
- vatate e v experience of the OVO using the User and measwing usability using
the System Usabifity Scale. The results of the benchmark six aspects of UEQ show that one aspect is included in the excellent
o category: efficiency (1.55). Then four aspects fall into the above-average category. namely the attractiveness aspect (1.56), the
- perspicuity aspect (1.67), the dependability aspect (1.33), and the stimulation aspect (1.16). However, one aspect is included

in the below-average category, namely the novely aspect (0.64), which needs improvement. Then the result of the SUS value
obtained is 77.53, meaning that the Acceprability Ranges category was “Acceptable”, the Grade Scale category was “C”, and
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clear identification of the research gaps your
study intends to fill, a brief but comprehensive
overview of your research design, and a more
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the Adjective Rating category was
digital wallet applications.
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1. Imtroduction

2 Today's modem transactions comtinue to shift from
N cash-based to

Equal ds Lhmu h
and Communication Technology (ICT) has contributed
significantly to the market transformation of their
2 financial and operational businesses. The trend towards
- digitization and internet use has brought about
= significant changes in how the global economy
operates. The emergence of various financial
technology (FinTech) applications is enabling
8 consumers to go beyond conventional cash-based
payment systems. Digital payments are becoming the
4 norm in people’s daily lives. This rapid development in
- the financial sector led to the invention of many digital
payment technologies, where payers and payees use
digital applications to send and receive money. As such,
payment systems are rapidly changing from coin and

Page 1 of 10 [P  English (United States) 3% Accessibility: Investigate

“Good”. Overall, the evaluation results show

t OVO appilcations are acceptable for

Keywords: digital wailet, user experience, usability, user experience guestionnaire, system usability scale

globally. In 2022, the growth of non-cash transactions
was estimated to reach 1,045.5 billion USD, with the
‘highest growth in developing countries in Asia and the
Middle East [2]. Digital wallets are now necessary for
people to carry out their activities and meet their needs
[3][4]. This positive trend must be followed by good
user experience and application usability [5]. E-Wallet
is an electronic service that functions to store data and
as a payment instrument In principle, E-Wallet is
similar to mobile banking or Internet banking services.
‘ut the depositor does not use a barik but a digital wallet.
E-wallet applications in Indonesia include OVO, Dana,
GoPay, Shopespay. Jenius, LinkAja, and others [6]

OVO is an electronic wallet application in Indonesia
that users have used since 2016. OVO offers easy
payments for phone credit, data packages and
insurance. Nevertheless, OVO got some negative
reviews on Google Play and App Store. One of the

o Author VZaRts

The introduction to your article presents a
detailed overview of the shift from cash-based
transactions to electronic ransactions and the
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- Competitive Programming Leaming using User 2, Research Methods
Experience Questionnaire and System Usability Scale"
“ Tn this study, the measurement results were obfained on 148 Ay "d‘“s ‘:ﬂ fsesfsm“"do\‘}g“"“fyh 'h: “She'
- 6 UEQ scales, namely the aftractiveness scale (1.27), °¥Penence anc usabily of the appiication by
N perspicuity (0.85), efficiency (1.12), dependability *2PI%Y m:‘euusiff ience Questions: (UE! )
R (1.13), stinulation (1.35) and novelty (0.81). All soales 4 System Usa ility Sc Eu( )d e researc]
- get positive impressions; the SUS score is 75 [$] methodology and process are illustrated in Figure 1
B Furthermore, research was conducted by Nina A ResearchDesign
Setivawati and Dwi Hosanna entitled "The  The research design is evaluative and descriptive, =]
@ Comparison of Evaluation on User Experience and which aims to measure and explain the success of a Author &

Usability of Mobile Banking Applications Using User
B Experience Questionnaire and System Usability Scale".
In this study. the 6 UEQ scale measurements on four

particular product, program or activity so that

a i >t What is the research design of this article? This is
conclusions can be drawn about its feasibility,

only an explanation of “what is a research

relevance, effectiveness and efficiency. design®.
- mobile banking applications received a positive
= impression on each scale except for BNI Mobile DB- Research Process
N (Efficiency and Novelty) and Livin (Novelty), which The research framework used as a reference in the Reply
o received a neutral impression. SUS scores Were  research to be carried out is shown in Figure 1.
N obtained for the four mobile banking applications,
- namely BCA Mobile (72.76), Octo Mobile (71.47), BNI
- Mobile (71.49), and Livin (72.4) [5]
5 This study aims to evaluate the user experience and
- measure the usability of the OVO application. The user
experience in the OVO application is evaluated using a
g user experience questionnaire by analyzing six scales or
aspects, namely attractiveness,  perspicuity,
e lity, efficient and novelty
[9][10] Meanwhlle to measure usability in the OVO
application, the system usability scale is used by
5 analyzing three categories: acceptability ranges, grade
- scales, and adjective ratings [11][12].
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User Experience Questionnaire is a questionnaire that Figure 1. Research Process © Author P
provides an overview of the level of user satisfaction
based on user experience The User Experience IiSure . menjelaskan bahwa alur xmmm dimulal = Please change this to English
Questmnnalra has six scales with 26 statamenti 'nm dengan teknik pengambilan sampel dan berakhir
cale  includes  attractiveness,  persp 0 penenien keswnpalon. tnfoomes toss “%mg [ reply ‘
dependability, fficiency. stmulation. and novelty. "Ihe  etiap kepiatan penelitian alsan disaulsen dalaca sub bab
user experience questionnaire has been tested in several Pmbaliasan selaniutya
cases 1o provide an overview of user satisfaction It @ Sampling Technique =1 Author D
usually takes 3-5 minutes to read and complete the user Please expand a bit more on why you chose the
experience questionnaire. One of the other advantages e LR B el Ut B L (e (il " . vy
of the wset experience questionnaire is the free echnique used during the study. The population that is Purpasive Sampling method specifically and how
availability of this questionnaire which is available i th€ f0cus of this research are those who use the OVO it benefits the study. An explanation on how you
the Indonesian lanpuage version. User experience Application. This study uses the Lemeshow formula to ensure a wide and representative demographic
questionnaire data analysis was carried out using the determine the number of samples with an unknown range within your sample, especially given the
non-probability nature of the sampling, would be
DOI: https-//doi.org/10.29207 resti v7ix x0ux beneficial. This could be crucial in increasing the
Creative Commons Attribution 4.0 International License (CC BY 4.0) generalizability and relevance of your findings,
2 especially when considering the diverse user base
of the OVO application.
Reply
Juzmal RESTI (Rekayasg Sistem dan Teknologl Informasd) Vol. 7 No. 1 (2023)
population [16]. Through the Lemeshow. formula, the The product should be innovative, inventive, and
N number of samples to be taken is at least 100 creatively designed.
- respondents. The sampling technique used in this study  The components of the UEQ questions based on the
- is Non-Probability Sampling, namely Purposive aspects assessed are shown in Table 1
Sampling, a sampling technique selected based on

specific criteria that the researcher wants. The criteria
used in this study are as follows:

a.  OVO application users.

Table 1. UEQ Testing Instruments

Tadicator

Scale Trem
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- a. OVO application users Scale Tndicat Tiem
B b. Located di Indonesia Tnconvenient Enjoyable ATTI
- Good Bad ATT2
Mininuum age of 15 years. Attactivencss Dislike Gratifying ATT3
N Uncomfortable Comfortable ATT4
s Attractive Unatractive  ATTS
- D. Data Collection B . TTs =] Auth 2
uthor
- At this stage, data collection was carried out from Notuaderstood - Undesstaadable - PLRI
“ predetermined respondents. In this study, the Perspicuity Easily understood  Hardly understood  PER2 A mention of how you addressed any potential
N i e s s CS‘"[’ e Pena bias, particularly response and non-response bias
ear exfining icularly
will include questions about the dent's identity, Tawt EFFT common in online surveys, would make the
the general use of the OVO application, 26 user  Efficiency Inefficient E‘T‘“"“ ErF2 methodology more robust. An explanation of
: and ten system e L I how you handled incomplete o inappropriate
o i rzanize isorganize.
usability scale statements. At this stage, the Unpredictable Predictable DEPL responses would add depth to your data
- questionnaire will be distributed indirectly or online. To ) Obstruct Supportive DEP2 collection process and increase the validity of
@ OVO  application users, qusttiomairn will be Dependability Safe Unsate DEPY your study.
- distributed via social media such Mect expectations  NOtmestiog  DEP:
- Telegram, Twitter and Instagram. Qm-umum will Less bepefical  STIL Reply
= be created and filled out using Google Forms. The gy Tedious Engaging STI2
N dissemination was done from 9 February 2023 to 16 Unappealing Jaeresting gg:
] March 2023, The samples obtained during the b T
deployment were 166 respondents, but 11 were not Novelry vatie, Cumemwnal NOV2
o users of the OVO application, so the remaining 155 Commonplace Leading-cdge  NOV3
o raspondents Conservative Innovative NOV4
. The user experience questionnaire consists of 6 scales The system usability scale questionnaire consists of 10
2 divided into 26 indicator questions, as shown in Table Stitements, as shown in Table 2. The system usability
. 1. The user experience questionnaire uses a 7-point cale questionnaire uses a S-point Likert scale.
E semantio differential scale. Respondents were asked fo  Respondents were asked to provide an assessment of
- assess from 1 to 7 on 26 UEQ indicator items according ' Strongly Disagree”, "Disagree”, "Neutral”, "Agree",
" [eprs The User and "Strongly Agree’ on the 10 SUS statements
2 Questionnaite (UEQ) is used fo measuwre user 2ccerding to their subjective assessment. The System
experience consisting of 26 question components Usability Scale (SUS) measures the usability attributes
i of the OVO application, namely aspects of
eff , efficiency, easy
a.  Aftractiveness ‘ . to learn, ease to remember and few errors. SUS gives an
= The product should look attractive, enjoyable, overall score between 0 and 100. The SUS half section
- friendly, and pleasant. (odd statements, ie. 1, 3, 5, 7, and 9) describes a
= b, Effieiency positive evaluauan (items with positive polarity). The
B I should perform my tasks with the product fast, other half of the sections (even statements, Le. 2, 4, 6,
Page 2 of 10 6468 words  English (United States)  §i Accessibility: Investigate . Focus E B -——F—+ 100%
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1'would imagine that most people would learn to use sus? following are the rules for the average or mean rating
- this system very quickly scale in UEQ which can be seen in Table 3:
1 found the system very cumbersome to use sUss
- 1 felt very confident using the system sUS9 Table 3, UEQ Mean Rating Scale
T needed to leam a lot of things before T could get -
- sUS10 Mean Explat;
v going with this system e oo
08-08 Neutral Evalustion
" E. Data Analysis <08 Negaive Evaluation =] Auth P
uthor
At this stage, data inconsistencies analysis, quantitative Ifthe mean value of an item is more significant than 0.8, PR .
- data analysis, then the item will enter into the positive evaluation A brief discussion on how you mitigated any
N statistical anaiysis of the data that has been obtained are  category and, in the diagram, is in the green area. If the potential errors or bias in your data analysis, and
K carried out. The data obtained will be processed using mean value of an item is between -0.8 to 0.8, then the how you handled any cutliers or missing data,
IBM SPSS Statistics 25, UEQ Data Analysis Tool, and  item will fall into the normal or neutral evaluation would make this section more robust
N Microsoft Excel. category and, in the diagram, is in the yellow area.
@ ; i e Meanwhile, if the mean value of an item is less than - Reply
Tn analysing data inconsistencies using the UEQ Data ! o ! !
- Analysis Tool Version 12. At this stage. the seriousness 0o “‘mm‘?&'&“": enter into the ";s‘“;’e evaluation
@ of the respondents was tested in answering the Eala goryiamc o[ g o Rl e R
. ire and detecting data. If the Then several rules must be considered when caleulating
critical value is > 2 and the critical length value 1s > 15,  scores on questionnaire data using SUS:
: i indicsto an et i Gling out the QuestontBre] oy st Rl (1737 S7779Y
4 the score obtaned from user responses will be
In the analysis of quantitative data, a validity test and a reduced by 1..
. reliability test will be carried out on the data that has N
B been obtained. The validity test was carried out by i E AT (O]
- looking at the Pearson correlation value of each b. Each even-numbered question (2. 4, 6, 8, 10) will
indicator for each variable. In contrast, the reliability have its final score calculated by subtracting the
test was carried out by looking at Cronbach's alpha () user's score from 5
wvalue of each research variable. N
K even weight = 5 — xi @
B In the analysis of demographic data, data ) .
will be grouped based on gender, age, duration ofuse, ¢ The SUS score is obtained by summing up the
a and frequency of use. The data will then be represented scores of each question and then multiplying it by
a5 a chart or graph. 25
£ In the descriptive statistical analysis using UEQ Data SUS Score = (odd weight + even weight) x
Analysis Tool Version 12 and Microsoft Excel. The 2.5 @
5 data presented in this descriptive statistical test shows 4. The Il:unng rules mentioned above lppl.y to one
B data tha can be seen from the mean, which is the " For multiple resp Us
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Scale, and the standard deviniion Used to determine the e fverage SUS seore.
distribution of data from the sample and used to =L @)
describe each research variable. " o 1 sus denot
Several rules must be considered when transforming it Sﬁ;‘:ﬁzm) ;ﬁﬁ?’ua’fm{?ﬁ e Author &
scores on questionnaire data using UEQ: number of respondents.
The approach of analyzing data inconsistencies
a. Each answer in the UEQ questionnaire is rated using the UEQ Data Analysis Tools Version 12 is a
on a scale of 1 o7, indicating the leve C"‘flm"f 3. Results and Discussions valuable step that ensures the reliability of the
acceptance from "negative” to "positive A Analysis of Data Inconsistencies =} responses. By setting critical value parameters,
b These items have a scale from -3 to +3. ThUs, Ty analysis of i the data is you enhance the credibility of your resuits,
-3 represents the most nepative answer, 015 3 yeing UEQ  Data Am,ym i e filtering out potentially careless or insincere
. responses. This rigorous step adds to the
DOL hitps //doi org/10, 20207 /resti V7ix xxx methodological strength of your study,
al License (CC BY 4.0) emphasizing the importance of accurate,
thoughtful input from respondents for reliable,
insightful conclusions,
Reply
Jumal RESTI (Rekayasa Sisfem dan Teknologi Informast) Vol. 7 No. 1 (2023)
i on the tab. Table 6 shows that all items in the perspicuity scale are
- are utilized to assess d as the calculated r values are more
ing the i whether u—wy significant than the tabled r value.
ar without ;
B ST R e S CE T h O] Table 7. Validity test of the efficiency scale
significant than two and the eritical length exceeds 15, Tear e Thembied s Descripiion
it ndicates errors in completing the questionnaire, and caleninted ¢ ele
" it 15 recommended to remove such data. EFFI el () Valid
Table 4. Inconsistencies Data EFF2 o113 01 Valid
EFF3 0678 0361 Vand
- _— EFF4 0.660 0361 Valid
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Figure 3. SUS Score Value [20] -
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Table 25 and Figure 5 summarize SUS score 0 20 30 40 50 80 Yo B0 90 100
to SUS Score 783

respondents, resulting in an average or mean score of

77.53 according to the System Usability Scale (SUS) Figare §. Adjective Ratings

em dan Teknologi Informasi)

method.

After obtaining the SUS score, the next step is
interpreting the results. There are three perspectives to

In the calculation of the SUS score, the previously
btained score was 7753, indicating that the OVO

ol
application falls under the "GOOD" category.

determine the interpretation of the SUS score K. Improvement Recommendations
calculations: Based on the )
2. Acceptability using the User Experience Questionnaire (UEQ)

Acceptability ranges consist of three levels: not

acceptable, marginal Clow and high), and acceptable
Acceptability is used to assess the level of user

method, processed using UEQ Data Analysis Tool
Version 12, the following recommendations can be
given for the OVO application:

T W GEICUAULL UL W SUS SEUIY, WIe PLOvIUSLY
obtained score was 77.53, indicating that the user
acceptance level of the OVO application is eategorized
as "ACCEPTABLE".

b. Grade

The prade scale consists of A, B, C, D, and F, which are
used to determine the grade level of the application

DOL htps

Creative Commons Attribution 4.0 International License

Juspal

application based on gender, age, duration of usage, and
frequency of usage. The benchmark results for the six
aspects of UEQ show that one aspect, efficiency, falls
into the "good" category with a mean value of 1.55.
Additionally, four aspects, namely attractiveness
(mean: 1.56), persp (mean: 1.67), dependabil
(mean: 133), and stimulation (mean:
classified as "above average" categories. However, one
aspect, novelty, falls into the "below average” category
with a mean value of 0.64. Regarding the measurement
of OVO application usability using the System
Usability Scale (SUS) method, the obtained score is

2 Accessibilitw: Investiaate

1.16), are

Tasks ()

Review Discussions

doi.org/10.29207/resti v

acceptance of the application. a  Provide more innovative, cutting-edge, and
creative services or features in the OVO
« . application, such as adopting new and
innovative features that align with the current
trends. It will help improve novelty, ensuring
[ P Y T PR TR PR I SR T | the application stays up-to-date and provides a
O 10 20 30 40 50 60 70 Bo %0 100 unique user experience.
SUS Score 7753 b Offer more engaging services or features in the
OVO application, such as incorporating
Figure 6. Acceptability Ranges gamification elements to earn OVO Points or
In the calculation of the SUS score, the previously adding captivating animations and enjoyable
obtained score was 77.53, indicating that the user sound effects. It will enhance the stimulation
acceptance level of the OVO application is cateporized aspect, making the user experience more
as "ACCEPTABLE" enjoyable and interactive,
b. Grade
The grade scale consists of A, B, C, D, and F, which are 4 Conclusion
used o determine the grade level of the The user ce and usability using the
F% Accessibility: Investigate
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sound effects. It will enhance the stimulation
aspect, making the user experience more
enjoyable and interactive.

4. Conclusion

The user experience and usability evaluation using the
User Experience Questionnaire (UEQ) and System
Usability Scale (SUS) has been successfully conducted,
involving 148 competent respondents who assessed the

7ix XXX
(CCBY 4.0)
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Overall, these recommendations are well
considered and likely to effectively address the
issues identified in the user experience evaluation
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It might be helpful to restate the research
objective at the beginning of the conclusion
section to immediately remind readers of what
=] the study sought to achieve, thus making it easier
far them to assess whether or not the research
objectives were met
Itwould be also beneficial to end the conclusion
with a general summary statement reflecting the
overall performance of the OVO application
based on the research findings, creating a more
rounded conclusion.
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of your research design, and a more
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consumers beyond conventional cash- + Resolved @ \Q m

paviment payments are becoming the

norm 1n people’s daily lrves. This rapid development m h &

the financial sector ‘invention of many digital Author

payment techmologies, where payers and payees we The introduction to your article presents

payment systems are mpldlvc]lmgmgﬁ'nmmnml‘l a detailed overview of the shift from
paper-based cash to convenient, fast and

ﬁmsufﬂ.\gllalplymmh[l] The development of non-
transactions is expected to increase yearly
glnhily In 2022, the of non-cash

was estimated to reach 1,045.5 billion USD, with the

‘Iighest growth m developing countries in Asia and the
Middle East [2]. Digital wallets are now necessary for
‘people to camy out their activities and meet their needs.
[BI4]. This posmvemdmuslt:fnllmmd

ig an electronic service that fimctions to store data and
In principle, E-Wallet is

OVO is an electronic wallet zpplication in
that users have used since 2016. OVODE:'ususy
payments for phone packages and

the application's user experience fo work better than the
user expects. Some users complained that the OVO

application response process was slow and that the
payaent process wsing OVO took too long for them.

by good
and application usability [S]. E-Wallet therr
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cash-based transactions to electronic
transactions and the significance of
digital wallets in modern economies.
You effectively established the
importance of your research in the
context of Indonesia's popular OVO
app, and adequately highlighted the
existing negative reviews regarding the
app's user experience. The review of
past studies employing similar
methodologies to evaluate other
applications lends additional credibility
to your research approach. Good job!

However, there are areas for
improvement. Firstly, you could further
elaborate on the implications of these
negative reviews on OVO's overall
performance and user engagement.
This would provide a compelling
argument for why it's crucial to study
the user experience and usability of the
OVO app in particular. Secondly, a
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 UBQ scales, namely the attactivensss scale (127).

¢ (085), efficiency (112), dependability
(1.13), stimulation (1.35) and novelty (0.81). All scales
get positive impressions; the SUS score is 75 m
Furthermore, research was conducted by Nina
Sotyamg s Dy Hovana Bl e "

on of Evaluation on User Experience and

Usability of Mobile Banking Applications Using User
Expetience Questionnaire and System Usability Scale”
In this study;, the § UEQ scale measurements on
mobile banking spplications received a_positive
inpression on each scale except for BNI Mobile
(Efficiency and Novelty) and Liyip, (Novelty), which
received a neutral impression. SUS scores were
obtained for the fowr mobile applications,
namely BCA Mobile (72.76), Octo Mobile (71.47), BNT
Mobile (7L.49), and Liin (72.4) [5]

This study aims to evaluate the user experience and
measure the usability of the OVO application. The user

2. Research Methods

This study aims to assess and quantify the user
experience and usability of the OVO zpplication by
emploving the User Experience Questiomnaire

and Systers Usabiity Scale (SUS). The research
methodelogy and process are illustrated in Figure 1.

A Research Design

The research design in this article is evaluative and
descriptive It aims to measure and explaim the success
of a specific product, program. or activity. allowing

conclusions to be drawn about ifs feasibility, relevance
effectiveness. and effic This rovides a
framework for assessing and analvzing the subject of
the in orderto into its various

and evaluate its overall performance. By emploving an
evaluative and descriptive research des\m the

experience in the OVO mnhmm is

ility, effic
[91[10]. Meamwhile, to measure usability in the OVO
application, the syetem ussbility scale is used by
aalyzing three categories: acceptability ranges, grade
scales, and adjective ratings [11][12]

B. Research Process

The research framework used as a reference in
rescarch to be caried out is shown in Figuwre 1.
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Figure 1. Research Process
a 1 ]mnnlmtthexemch ocess begins with

ends with drawin,
conclusions. Dmﬂdnﬂ‘mmabamnchumch

activity will be ented in the subsequent discussion
subsecti e T D
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licationThis uses the formula to
determune the pumber of es with an wnlmown
population [16] Throush the Lemeshow formula the
pumber of samples to be taken is at least 100
res its The me uzed in this study.
5 NmPlnbahih S: I namely osive
ling i selected bated on

specific mtnnaﬂmﬂlw researcher wants_The criteria

used in this study are as follows:

& OVO application users.

5 = =

¢ Mimmum age of 15 years.

The oseful S: ‘method was chosen to ensire
2 targeted selection of participants who meet the

‘specific criteria essential for this stdv. By utilizine this

method, the researcher aimed to include OVO

application users from various backsrounds_including

dit ithin i i
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B Timitod enml
Tt is important to note that while the researcher's sample.
of O

may not represent the enfire
s =

representative data. Nonetheless, the insights gained

ience and usabili uf the GVO ].\cmmh-l:
cherour

£0NU0
the foeus of this study sk
andusability sather ik desiatisticall
data the
Fom i & lo_veill confribute_valusbl

B R tof
548 OVO apal OVO applicati
a—Laocatad di Indonasia-
Althoush the non-probability natwre of purposeful Vs £15
ling does not a sentative e of
the entire OVO user base_ researchers made efforts to
ensure diversity within the selected sample. The |D.Data Collection

mmmhm’s intention was to inchude participants from

mntwg-halm cipants oh various channels,
including social media platforms, online communities,
znd direct invitations to OVO wsers who maiched the
researcher’s criteria. By employing thiz approach,
researchers aimed to capture a broad spectrum of users
and mitigate potential biases that mav arise from a more

g =

limited sample Alghoush s
= :
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strateey fo enswre a sentative sample The
1e: reached out fo OVO application users
includingsocial media
latforms such as Ta Twaifer,

E
é
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researchers aimed fo raime'bens\mf:xdndmgcm
user groups that may have different usage pattems or

‘acquaintances who were OVO application users, which

The samples obtaimed during the deplovment were 166
respondents. but 11 were not users of the OVO
application. resulting in a remaming sample size of 155
respondents. The User Experience Questionnaire is a
questionnaire that provides an overview of the level of
user satisfaction based on user experience. The user
experience questionnaire has been tested in several
«cases to provide an overview of user satisfaction It
Ly takes 3-3 minutes to read and complete the user

availability, which is a\'a.\hble i the Indonesian
lmguage version. User experience guestionnaire data
analysis was carried out using the UEQ Data Analysis

Tool, which comy the ‘.'a.llle of ead.l with
existing data Th &

agl 188 but 11 ot
oftae OUO spplizas e G

lasize of 155 ey

S v_to mitigate non e bias_researchers
made efforis fo maumize the response rafe and
minimize missine data Extended the survey duration

from February @ to March 16. 2023, allowing

validation checks within the online swvey platform
(Google Forme) to ensure that all required questions
‘were answered and responses within a reasonable range.
were recorded In the case of incomplete or

The user experience guestiounaire consisted of six
scales divided into 26 indicator questions, as shown in
Table 1. The user experience questionnaire used a 7-
point_semantic differential scale. Respondents were
zshed to rate from 1 to 7 on 26 UEQ indicator items
aco to their subjective assessment. The User
‘Experience Questionnaire (UEQ) was used to measure
user ience, consisting of 26 question

latform (Google Forms) to fhat all rod
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The introduction to your article presents
a detailed overview of the shift from
cash-based transactions to electronic

transactions and the significance of
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What is the research design of this
article? This is only an explanation of
“what is a research design”.
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“what is a research design”.

+ Resolved @5 '4) ]E

' ° Author €3]

Please change this to English
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e Author [¢3]

Please expand a bit more on why you
chose the Purposive Sampling method

specifically and how it benefits the
studh

explanation on how you
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Author €3]

A mention of how you addressed any
potential bias, particularly response and
non-response bias common in online
surveys, would make the methodology
more robust. An explanation of how
you handled incomplete or
inappropriate responses would add
depth to your data collection process
and increase the validity of your study.
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A mention of how you addressed any
potential bias, particularly response and
non-response bias common in onling
surveys, would make the methodology
more robust. An explanation of how
you handled incomplete or
inappropriate responses would add
depth to your data collection process
and increase the validity of your study.
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A brief discussion on how you
mitigated any potential errors or bias in
your data analysis, and how you

handled any outliers or missing data
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o Author &

The approach of analyzing data
inconsistencies using the UEQ Data

Analysis Tools Version 12 is a valuable

+ Resolved @ 9 i

M Focus B B ——F——+ 7%



gl ba doctrbadtad 10 o

g ialmadia such Seale Indicator Tter
ap— W Tal Toater—and | Benafical Less bapafical, ETII
5 el 1, - B Tedious Engaging 2TI2
o il ba d and fillad oot apinog
Suechons FEEIE B e et Unappealing Interesting TR
ale Eorme The was dona from Motivational Ummotivariee ST
Eak 2023 to 16 March 2003 The Loz obtainad Creative Tonotomeus OV
during the deploy e 166 dprte_ bt 11 el i Comventinnal NOW2
o (VU Aerg catha =@ Commonplace Leading-edze WOV
SR Conservative Innevative HOVA
EE— - - = o g John Brooke created the SUS gueshionnaire at the
divided imte 36 indicat - 2z shoum in Tabla

uEaE 3 7 moint

a. Affractiveness
The product should look attractive, enjoyable,
friendly, and pleasant.

b. Efficiency
I should perform my tasks with the product fast,
efficient, and in a pragmatic way.

c. Perspiomty

The product should be easy to understand, clear,
simple, and easy to leam.
d.  Dependability
The interaction with the product should be
predictable, secure, and meets my expectations.
e Stimulation
Using the product should be mteresting, exiting,
and motivating.
£ Novelty
The product should be mmovative, mventive, and
creatively designed.
The components of the UEQ questions based on the
aspects assessed are shown in Table 1]

Table 1. UEQ Testing Instruments

Sczle Indicator Tiera
Inconvenisnt Enjoyable ATT1
Goad Ead ATT2
. Dislike Gratifying ATT3
AMTACHVERSS 5o oraile Comfortzble ATT4
Attractive Unattractive ATTS
Usar-friendhy TJaer- i ATTS
Tt understoed Urdesstendable  DERIL
- Easily understood  Hardly understocd  PER2
Perspicutty Complicatd Simple PER3
Clear Confusing DER4
Fast Slow EFFL
. Inefficiant i EFF2
Efficiency Imoractical Bratical. EFF3
Question: Item
Ireeded to leam a lot of things bafore T could get SUEL0
Zoing with thiz system
E. Pata Analysis

At this stage, data mconsistencies analvsis, quantitative
data analysiz, demographic analysis, and descriptive
statistical analvsis of the data that has been obtained are
caried out. The data obtained will be procassed using
IBM SPSS Statistics 25, UEQ Data Analysis Tool, and
Microsoft Excel. @;,measmeswmtamto
mitigate gom.almurs wblasamﬂ]em.usand
handle outliers or mmssing

To address potential emors or biases in the data analysis
process. several steps were taken Firstly, data
inconsistencies were analvzed uneing the TUEQ Data
Analysiz Tool Version 12 This analysis mwvolved
assessins the seriousness of respondents answers to the

ecificall: ac:ritimlvalue than 2 and a critical
! value exc 15 were used as criteria to detect

erTors in questiommaire completion. In cases where such
errors were identified, the respective data points were
red from analysis To-a ———

In the analysis of quantitative data, a validity test and a
reliability test will be camied out on the data that has
been obtained. The validity test waz carded out by
looking at the Pearson comelation wvalue of each
indicator for each varisble. In contrast, the relisbility
test was carmied out by looking at Cronbach's alpha (o)

value of each research variable.

Re demo ic yEL data was
basedun er. age. duration of use. and

Fomnr s T T | . R

Digital Equip: mmCommaﬁonmEnglandm 1986 Jobn
nin E g 14 'I'his

questionnaire measures th.ree c:rumal ggecls The first
aspect is the effectiveness of using this technolosy to
achieve user goals. The second aspect is efficiency.
namely how much user effort and resources are
expended in achieving these goals. The third aspect is
satisfaction. or how satisfying i=s the user experienceT

15|_ The svstem usabality scale questionnaire mms
of 10 statements, 2z shown m Table 2. The syvstam
usability scale questionnzire uses a 3-point Likert scale.

Fespondents were asked to provide an assezsment of
"Strongly Disagree”, "Disapree”, "Neutral”, "Apres”.
and "Strongly Agree” on the 10 SUS statements
according to their subjective assessment. The Svstem
Usability Scale (31US) measures the usability attributes
of the OVO application, namely aspects of
effectiveness, efficiency, satisfaction, satisfaction, easy
to leam, easetnrmembermdfewm_SUSgimau
overall score between 0 and 100. The SUS half section
{odd statements, ie. 1, 3, 3, 7, and 9) describes a
positive evaluation (items with pozitive polanty). The
other half of the sections (even statements, ie 2. 4. 6,
8, and 10) depict negative evalustions (items with
negative polarity). For items with positive polarity,
answers were coded az (0 to 4 from disagreement to
agreement. Whereas for items with negative polarity,
the answers are coded from 4 to 0 [18]. The list of SUS

statements is shown in Table 2.
Tahle 112 EUTE Testing Instruments [14]

Cruestions Item
1 think that § would Iike to uss thiz system frequantly SUEl
1 found the system unnecessarily complex sUs2
1 thought the sy:tem was sazy o ns 5Us3
1 think that [ would need the support of a technical SUS4
person to be able to uze this system
1 found the

various function: in this system were well suUss
intezrated

presented m the form of charts or graphs to facilitate
com jon and tion Ja—the—analieie—of
4 hic dats demt data will ba

: & ; =

In the dezcriptive statiztical analyziz using UEQ) Data
Analysiz Tool Version 12 and Microsoft Excel. The
data presented in this descriptive statistical test shows
data that can be seen from the mean, which 1z the
average value of each measured scale; the maximum,
which iz the highest value of each measured zcale; the
muninoum, which is the lowest value of each measured
zrale, and the standard deviation uzsed to determine the
distnibution of data from the sample and used to
describe sach ressarch vanzkle.

To handle cutliers or miss c procedures
were implemented. Qutliers, which are data points that
deviate sienificantly from the overall pattern. were
identified snd assessed for their impact on the analysiz
results. Depending on the natore and extent of the

outliers. options such az excluding them from the
analysis or conducting sensitivity amalyses were

considered Additionally. m.lssmg data pomts were
i and strategiez.  such  as

ation
cases, were empl

sm'theexclusmofinc ete
ehensme

to ensure a c

By imy these measures. researchers aimed to
mitigate potential emrors or biases in the data analysis
process and address outliers or missing dats effectively.
The.se steps enha.nmihembush}ess a.ndrehabllli_:y ofthe

_a more Ve assessm:ent
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2. Each answer m the UEQ i Israted on
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3. Results and Di

a scale of | to 7, indicating the level of user
acceptance from "negative” to "positive”.

b.  These ifems have a scale from -3 to +3. Thus, -3
represents the most negative answer, 0 is a neutral
answer, and +3 is the most positive answer [19].

After the data transformation, only the average ormean

‘assessment can be carried out for each seale or question
1tem on the UEQ from each respondent’s answer. The
following are the rules for the average or mean rating
seale in UEQ which can be seen in Table 3:
Table 223, UEQ Mean Rating Scale
Mean Vabe Ranee Explation
»08 Positive Evaluation
08-08 Neutral Evaluation.
<08 Nezative Evaluation

A [Analysis of Data Tnconsistencies

To ensure the reliability of the
UEQ Datn Analysis Tools Version 12 to

suspicions data To identify erors in completing the

questiomnaire. a critical value greater than two and 3

Tfthe mean value of anitem s more ignificant than 08, L&

then the item will enter into the positive evaluation

catezory and, in the diagram, is in the preen area Ifthe
mean value of an item is between 0.8 to 0.8, then the

item will fall into the nommal or newtral evaluation

catezory and, in the diagram, is in the vellow area

Meanwhile, if the mean value of an item is less than -

(.8, then the item will enter into the negative evaluation
vy and in the disgram, it is in the red area

‘Then several rules nust b il when calculating
‘3cores on questionnaire data using SUS:

a For every odd-mmnbered question (1, 3, 5, 7, 9),

the score obtained from user responses will be

reduced byJ_

odd weight = xi — 1 4]
b. Esch even-numbered question (2, 4, 6, 8, 10) will

have its final score caleulated by subtracting the

user's score from 3

evenweight = 5 xi [}

c. The SUS score is obtained by summing up the
seares of each quastion and then multiplying it by
25

SUS Score = (odd weight + even weight)
25 3}

d The scoring rules mentioned above apply to one
respondent. For multiple respondents, the SUS

seares of each respondent dup and then
divided by the mumber of respondents to calculate
the average SUS score

- Fx o

Eoon @y woo® 6
H 2 nS M8 n 55
Average ST5 suare
TR

— P

M
2 TS
- S s el S

010 23 40 %0 60BN 0 10

SUSScore TS
Figure 5. 5US Seare Value [21]

Table 25 and Figwre 5 summarize SUS score
calculations from the questionnaires distributed to 148
in an average or mean score of

respondents, resulting
7733 according to the System Usability Scale (SUS)
method.

After obtaining the SUS score, the next step is
interpreting the results. There are three perspectives to
determine the iterpretation of the SUS score
calculations:
4 Acceptability
Acceptability ranges consist of three levels: not
accepiahle marginal (low and high), and acceptable.
Acceptability is used to assess the level of wser
acceplameoﬂheapp]icmﬂn.

g
—

| SEPI TE I I
0 10 20 30 40 50 60 70 BO 90 100
SUS Score m

Figure 6. Acceptabiliy Rangas
In the calculation of the SUS score, the previowsly
ohtained score was 77.33, indicating that the wser
acceptance level of the OVO application s cateporized
a5 "ACCEPTABLE"

b. Grade

‘The grade scale consists of A, B, C, D, and F, which are
used to determine the grade level of the application.

= cE - ]
| PR PR N TP P I PR O T |
0 10 20 30 40 S0 80 7O BO 80 100

SUS Score e

Figure 7. Grade Scales

‘Table 334, Inconsistencies Dam

€ Agjectve

Adjective ratings consist of the cafegores worst
imaginable, poor, ok, good, and best imaginable.
Adjective ratings are used to determine the rating of the
application

i

S e e

0 10 20 30 40 5 60 70 B0 %0 100

SUS Score s

Figure §. Adjective Ratings

In the calculation of the SUS score, the previously
obtzined score was 77.33, indicating that the OVO

application falls under the "600D" category.

E. Improvement Recommendations

Based on the evalustion of the user emperience
conducted using the User ience lomnaire
JEQ) method and processed with UEQ Data Analysis
Tool Version 12, the following recommendations can

e made for enhancme the OVO ggphcahonhaed-ﬁ

Expecience.

Explore the melusion of more engasmg services
o featwes within the OVO application. For
instance, consider ificati
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o Author &

A brief discussion on how you
mitigated any potential errors or bias in
your data analysis, and how you

handled any outliers or missing data

+ Resolved @ ‘l) ]TE[

' o Author &

The approach of analyzing data
inconsistencies using the UEQ Data
Analysis Tools Version 12 is a valuable
step that ensures the reliability of the
responses. By setting critical value
parameters, you enhance the credibility
of your results, filtering out potentially
careless or insincere responses. This
rigorous step adds to the
methodological strength of your study,
emphasizing the importance of
accurate, thoughtful input from
respondents for reliable, insightful
conclusions.
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surveve would make the methodolooy

v Resolved > 9 i

o Author &

A brief discussion on how you
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vsis Tools Version 12 is a valua
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' Overall, these recommendations are

well-considered and likely to effectively
address the issues identified in the user
experience evaluation.




elements that allow nsers to eam OVO Points or
integrating captivafing animations and enjoyable
sound effects. Such enhancements will enhance
the stimulation aspect of the application. making
the overall user amenence more enjoyable a _n:1
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By implementing these recommendstions, it 1z
anticipated that the OVO application can address the
1dentified 1zsues and provide a more satisfactory ussr
EXpETiENCe.

4. Conclusion

The user experience and usability avaluation using the
User Experience Questionnaire (UEQ) and System
Usahility Scale {SUUS) has been successfully conducted.
involving 148 competent respondents who assessed the
application bazed on gender. age, duration of nsage, and
frequency of usase The benchmeark results for the six
aspects of UEQ show that one aspect. efficiency. falls
mto the "good” category with a mean value of 1.33.
Additionally, four aspects, namely attractiveness
(mean: 1.56), perspicuitv (mean- 1.67). dependahbility

(mean: 1.33). and stimulation (mesn: 1.16), are

classified as "sbove averase” categories However, one
aspect, novelty. falls into the "below average” category
with a mean value of (.64. Regarding the measurement
of OVO application usability usinz the Svstem
Usability Scale {SUS) method. the obtained score 1z
77.53. This ecore falls within the " Acceptable” range in
the Acceptability Ranres catesory, a "C" srade in the
Grade Scale category. and is rated as "Coo:l in the

Adjective Ratinss catesory |

usability evaluation weing the Usar Experience
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