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Abstract

The development of e-commerce encourages retail companies to provide digital services that are able to
provide a better user experience. However, the results of observation and analysis of user reviews show that
the Klik Indomaret application still has several problems, such as the unavailability of order cancellation
features, chat features with stores, and communication with drivers that have not been integrated so that it
affects the usability level of the application. This research aims to redesign the User Interface (Ul) and User
Experience (UX) of the Klik Indomaret application using the Design Thinking method and evaluate the results
of the redesign using the System Usability Scale (SUS). Data collection was carried out through observation,
analysis of user reviews on the Google Play Store and App Store, and distribution of guestionnaires to 60
participants. The redesign process was carried out through the stages of empathize, define, ideate, prototype,
and testing, then re-evaluated using SUS for 30 participants. The results showed that the average score of SUS
increased from 42.04 before the redesign to 77.58 after the redesign with an increase of 35.54 points. These
results show that the redesign carried out is able to increase the level of usability of the application and
produce a design that is more in line with user needs.

Keywords: Design Thinking, Klik Indomaret, System Usability Scale, UI/UX, Usability

1. Introduction

The business world has undergone many changes during the digital era, especially in the e-commerce
sector. Advances in information and communication technology have made it easier to access goods and
services through online platforms. The value of e-commerce transactions in Indonesia will increase by around
30% in 2023, supported by the high number of internet users to exceed 200 million people. This development
provides benefits for business actors and consumers because [1] e-commerce can increase cost effectiveness,
expand the scope of marketing, and facilitate the process of digital interaction and transactions [2]

Digital transformation has also changed consumer behavior in interacting with retail services. Companies
are starting to use mobile applications as a more effective distribution and communication medium to reach
consumers. In Indonesia, this phenomenon is shown by the increasing use of online shopping applications.
One form of implementation of this digital transformation is Klik Indomaret which was developed by PT
Indomarco Prismatama as a digital shopping platform with the concept of [3] a one-stop online store. This
application allows consumers to obtain various needs in one platform so that the shopping process becomes
more practical without having to visit the outlet directly [4]

Although it provides various conveniences, the results of observations of user reviews on the Google
Play Store and App Store show that there are still various problems that affect the user experience. The most
frequently submitted complaints include the unavailability of the order cancellation feature so that users have
difficulties when they want to cancel a transaction, the absence of a chat feature with the store which causes
the process of confirming product availability to be less effective, and the unavailability of a chat feature with
a driver so that communication during the delivery process is limited. This condition causes coordination
between users, stores, and drivers to be less than optimal and has the potential to reduce user comfort and
satisfaction levels.

These issues indicate that a more user-centric interface is needed to be redesigned in order for the app to
provide a better user experience. Therefore, this study aims to redesign the UI/UX of the Klik Indomaret
application using the Design Thinking method and evaluate the design results using the System Usability
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Scale (SUS). This research is expected to be able to produce a design that is more practical, efficient, and in
accordance with user needs so that it can increase the usability level of the application. In addition, this
research is expected to be a reference in the development of e-commerce applications as well as subsequent
research that discusses UI/UX design based on a user-centered approach.

2. Literature Review

Research on designing User Interface (Ul) and User Experience (UX) using the Design Thinking method
has been widely carried out on various digital applications. The application of the Design Thinking method is
able to produce an interface design that is more in line with user needs in e-commerce mobile applications.
The method also helps the UI/UX design process through a user-centric approach so as to produce a solution
that is more suited to the user's needs. In addition, a combination of Design Thinking and System Usability
Scale (SUS) methods has been applied to evaluate the level of usability after the redesign process. The results
of the study show that the application of both methods is able to increase the level of usability after the
interface redesign [5], [6], [7], [8]. [9]

The results of the study show that the application of the Design Thinking method combined with
usability evaluation is able to improve the quality of the interface and provide a better user experience for
various types of applications. However, based on previous research, there are still several aspects that have not
been studied much so that it is an opportunity for further research to be conducted.

Based on the previous research, it can be seen that the Design Thinking method is still a relevant method
in the UI/UX design process because it is able to produce solutions that focus on user needs. In addition, the
use of the System Usability Scale (SUS) is also able to provide an overview of the level of usability after the
redesign process is carried out. However, previous research still shows some research gaps. Most of the
research only focuses on the UI/UX design process without usability evaluation using the System Usability
Scale (SUS). Research that has combined Design Thinking and System Usability Scale (SUS) is still applied
to websites and e-money applications, so it has not yet discussed the context of retail e-commerce
applications. On the other hand, research on the Klik Indomaret application focuses more on analyzing user
sentiment based on reviews on the Google Play Store without producing recommendations in the form of
redesigning the interface to overcome the problems experienced by users. [3]

Based on the research gap, this research aims to fill the research gap by integrating the Design Thinking
and System Usability Scale (SUS) methods in the UI/UX redesign process of the Klik Indomaret application.
Unlike previous research that focused more on improving the appearance of the interface, this study also
developed an order cancellation feature, a chat feature between users, stores, and drivers, and evaluated the
improvement in usability levels before and after the redesign. Thus, this research contributes to the
development of the UI/UX of e-commerce applications through the application of Design Thinking combined
with the evaluation of the System Usability Scale (SUS) and the development of features that suit user needs.

3. Research Method

This research uses the Design Thinking method to redesign the User Interface (Ul) and User Experience
(UX) of the Klik Indomaret application. The results of the redesign were then evaluated using the System
Usability Scale (SUS) method to measure the level of application usability before and after the redesign.

[10], [11]

3.1 Research Flow
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Figure 1. Planning Flow

The research flow in Figure 1 shows the stages of research starting from problem identification,
literature review, data collection, redesign process using the Design Thinking method, to evaluation using the
System Usability Scale (SUS). Each stage in the research flow is further explained in the following
subchapter.

The object of the research is the Klik Indomaret application developed by PT Indomarco Prismatama.
Data collection was carried out using Google Forms because it was considered easy and effective in obtaining
information from participants online. The platform supports different types of queries, such as open-ended and
Likert scales, and stores data automatically, making it easier to process and analyze data. [12]

The research data was obtained through observation of application use, analysis of user reviews on the
Google Play Store and App Store, and the distribution of questionnaires to users of the Klik Indomaret
application. The questionnaire consists of open-ended questions to obtain information about user experiences,
needs, and constraints, as well as a System Usability Scale (SUS) questionnaire to measure the level of
usability of the application. A total of 60 participants were involved in the initial test to get an idea of the
usability level of the application before redesigning. After the design process was completed, retests were
carried out on 30 participants using the System Usability Scale (SUS) method to evaluate the results of the
redesign.

3.2 Design Thinking Method
3.21 Empathize

The empathize stage is carried out to understand the needs, experiences, and obstacles experienced by
users through observation, analysis of user reviews on the Google Play Store and App Store, as well as
guestionnaires consisting of open-ended questions and System Usability Scale (SUS). The information
obtained is used as a basis for identifying user needs and devising appropriate solutions. [7]

3.2.2 Define

The define stage is carried out to identify and formulate user needs based on the results obtained in
the empathize stage. These needs are then analyzed as the basis for the preparation of alternative solutions.
[13]



3.2.3 ldeate

The ideate stage is carried out to develop various alternative solutions based on the results of How
Might We (HMW) that have been compiled at the definition stage. The resulting solutions include the addition
of an order cancellation feature, a chat feature between users and stores, and a chat feature between users and
drivers which are then used as a basis in the prototyping [14] process.

3.24 Prototype

The prototype stage is carried out by developing interface designs in the form of low-fidelity
prototypes and high-fidelity prototypes using the Figma application. The resulting prototype is interactive so
that it can be used to simulate the flow of application usage and obtain feedback from users before the testing
process. [14]

3.2.5 Testing

The testing stage is carried out by testing the prototype directly to the user to get feedback regarding
the ease of use, navigation, and interface display. The test was carried out on 30 respondents who had
previously taken part in the initial test. The test results are used as a basis for evaluating and refining the
results of the redesign [7] . Furthermore, the test results were analyzed using the System Usability Scale
(SUS) method to measure the usability level of the redesign results.

3.3 System Usability Scale (SUS) Evaluation

Usability evaluation was carried out using the System Usability Scale (SUS) method, which is a test
method that uses a questionnaire containing 10 statements to measure the level of usability of applications
based on user perception. The test used a Likert scale of 1-5, with a value of 1 indicating Strongly Agree
(STS) and a value of 5 indicating Strongly Agree (SS). [15]

The calculation of SUS scores is carried out through the following stages. [16]

a. For odd-numbered statements, the answer value is minus 1 (x; — 1). (1)

b. For even numbered statements, the answer value is subtracted from the number 5 (5 — x;). 2

c. All calculation results are summed up, then multiplied by a factor of 2.5 to obtain the SUS score of each
participant.

d. The SUS score of all participants is then calculated as the average score to obtain the average SUS score
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Figure 2. SUS Scale

The interpretation of the System Usability Scale (SUS) test results refers to the categories of
acceptability, grade scale, and adjective rating as shown in Figure 2. Testing is carried out before and after the
[16] redesign process. The test results before the redesign are used as the initial condition, then compared with
the test results after the redesign to determine the increase in the usability level of the Klik Indomaret
application.

4. Results and Analysis
4.1 Empathize

At the empathize stage, data collection was carried out through observation of application usage,
analysis of user reviews on the Google Play Store and App Store, and distribution of questionnaires to Klik
Indomaret application users. The questionnaire used consists of open-ended questions to obtain information
about user experience, needs, constraints, and feedback on the application, and a System Usability Scale
(SUS) questionnaire to measure the level of usability of the application before redesigning. A total of 60
participants participated in data collection at this stage.



Table 1. Characteristics of the participants involved in the study

Categories Remarks Quantity
Gender Male 13
Women 47
Age 18-21 years old 24
22-25 years old 26
26-29 years old 2
30-34 years old 8
Long use of the app < 1 Month 13
1-6 Months 25
6-12 Months 12
>1 Year 10

Based on Table 1, this study involved 60 participants with diverse characteristics based on gender,
age, and length of time using the Klik Indomaret application. The majority of participants were female as
many as 47 people, 22-25 years old as many as 26 people, and 25 people who had used the application for 1-6
months. These characteristics show that participants have experience in using the application so that they can
provide input according to the experience of using the Klik Indomaret application.

Based on the results of data collection obtained from participants, several experiences and obstacles
experienced by users while using the Klik Indomaret application were found.

Table 2. Finding User Problems at the Stage Empathize

Yes User Findings Categories
1 The order cancellation feature is not yet available. Features
2 The chat feature with the store is not yet available. Communication
3 Communication with the driver is not yet integrated Communication

directly within the application.

Based on the results of the empathize stage presented in Table 2, several main problems experienced
by Klik Indomaret application users were found. These problems include the unavailability of the order
cancellation feature, the unavailability of chat features with stores, and communication with drivers that have
not been integrated directly in the application. The findings are then analyzed to identify the needs of the user
and become the basis for the formulation of the problem at the definition stage.

In addition to obtaining information about user experiences, needs, and constraints through open-
ended questions, at this stage, an initial test was also carried out using the System Usability Scale (SUS) on 60
participants to determine the level of usability of the Klik Indomaret application before redesigning.

Table 3. SUS Test Results Before Redesign

Participants Total Score SUS score ( Total score * 2.5)
1 29 72,5
2 35 87,5
3 16 40
4 28 70
5 25 62,5
6 33 82,5
7 22 55
8 30 75
9 29 72,5
10 18 45
11 25 62,5




Participants Total Score SUS score ( Total score * 2.5)

12 37 92,5
13 21 52,5
14 20 50
15 25 62,5
16 24 60
17 29 72,5
18 20 50
19 19 47,5
20 9 22,5
21 0 0
22 11 27,5
23 13 32,5
24 12 30
25 12 30
26 36 90
27 32 80
28 13 32,5
29 12 30
30 36 90
31 11 27,5
32 13 32,5
33 7 17,5
34 13 32,5
35 8 20
36 12 30
37 9 22,5
38 11 27,5
39 11 27,5
40 9 22,5
41 9 22,5
42 12 30
43 11 27,5
44 11 27,5
45 11 27,5
46 11 27,5
47 10 25
48 13 32,5
49 12 30
50 11 27,5
51 12 30
52 11 27,5
53 12 30
54 24 60
55 12 30
56 8 20
57 14 35
58 10 25
59 9 22,5
60 11 27,5
TOTAL 2522,50

Based on the calculation results in Table 3, the Klik Indomaret application obtained an average
System Usability Scale (SUS) score of 42.04, which is below the standard SUS value of 68. These results
show that the usability level of the application is still low, so a redesign process is needed to improve the



quality of the interface and user experience.

The results of the initial testing reinforce the findings at the empathize stage that the Klik Indomaret
application still has several problems that affect the user experience. Based on these results, user needs were
identified as the basis for the problem formulation process at the definition stage.

4.2 Define

After the empathize stage is completed, the research continues to the define stage to identify and
formulate the main problems based on the results of observations, user review analysis, and questionnaires. At
this stage, the results of data collection are analyzed to identify user needs that are the basis for the process of
redesigning the Klik Indomaret application.

The results of the analysis show that users need order cancellation features, communication media
between users and stores and drivers, and clearer order tracking information. These needs are then
summarized in the form of a User Persona as a representation of user characteristics, goals, needs, and
constraints. Furthermore, based on the User Persona, several How Might We (HMW) questions were
prepared as a basis for producing alternative solutions at the ideate stage.

“ }I[:‘ti“ration

Nama: Arieta Eka Chezarani * Ingin berbelanja kebutuhan sehari-
T Usia: 20 hari dengan cepat dan praktis.
| Pendidikan: Mahasiswa + Mengharapkan informasi status
Domisili: Bekasi pesanan yang jelas dan mudah
Pengalaman Belanja Online: Aktif dipantau.
menggunakan aplikasi belanja dan « Ingin dapat berkomunikasi
| layanan pesan antar langsung dengan pihak terkait saat

{ , /l{ * terjadi kendala

5] / |
g Goals Frustrations

Arieta Eka Chezarani ‘ + Dapat melacak status pesanan + Tidak tersedia fitur pembatalan
secara real-time. pesanan saat ingin mengubah atau
« Dapat menghubungi toko atau membatalkan pesanan.
driver tanpa harus keluar dari + sulit menghubungi toko ketika stok

Mahasiswa ‘

aplikasi. produk berubah atau ada informasi
= Memiliki opsi untuk membatalkan yang perlu dikonfirmasi.
pesanan jika terjadi kesalahan atau « Tidak dapat berkomunikasi
perubahan kebutuhan. langsung dengan driver saat
i kendala
« Informasi pelacakan pesanan
masih kurang detail sehingga
pengguna kesulitan mengetahui
perkembangan pesanan.

Figure 3. User Persona

Figure 3 shows the User Persona which represents the characteristics, goals, needs, and constraints of
the Klik Indomaret application user. The User Persona describes users who need a practical transaction
process, clear order information, and easy communication with stores and drivers. In addition, User Persona
also shows several obstacles that users are still experiencing, such as the unavailability of the order
cancellation feature, the unavailability of chat features with stores, and communication with drivers that have
not been integrated directly in the application.

Table 4. How Might We (HMW)

Yes How Might We? Solution

How can we provide features that make it easier ~Added an order cancellation feature so that users can
1 for users to cancel orders directly through the  cancel transactions independently before the order is
app? processed.

How can we facilitate communication between Added a chat feature between users and stores to
2 users and stores when there are problems with  facilitate communication regarding product availability

orders? and order changes.
How can we provide communication features Develop a chat feature between users and drivers that is
3 with drivers that are integrated directly within integrated directly in the application so that the
the app during the delivery process? coordination process during delivery becomes easier.

Based on the results of the preparation of How Might We (HMW) in Table 4, several alternative
solutions that suit user needs are obtained. The alternative solution then becomes a reference in the ideate
stage to produce a prototype design of the Klik Indomaret application.



4.3 ldeate

At the ideate stage, several alternative solutions were prepared based on the results of How Might We
(HMW) at the definition stage. Alternative solutions include the addition of an order cancellation feature, a
chat feature between users and stores, and a chat feature between users and drivers. The resulting solution
aims to overcome the problems experienced by users and improve the ease of use of the Klik Indomaret
application. All of these alternative solutions then become the basis for the prototyping process at the next
stage.

4.4 Prototype

At the prototype stage, alternative solutions that have been produced at the ideate stage are realized in
the form of prototypes in the form of low-fidelity and high-fidelity. This stage aims to visualize the interface
design so that it can be used as a medium for evaluation with users before testing at the testing stage.

1. Low-Fidelity Prototype

Low-fidelity prototypes are the initial stage in the interface design process that is used to build the user
flow and determine the placement of key components on each application page.
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Figure 4. Low-Fidelity Prototype

Figure 4 shows a low-fidelity prototype design that was compiled based on the results of user needs
analysis in the previous stage. This design consists of a chat feature page with the store and driver, a
transaction details page, and an order cancellation feature. Low-fidelity prototypes are used to describe the
interface structure, usage flows, and placement of key components before being developed into a high-fidelity
prototype.

2. High-fidelity prototype

High-fidelity prototype is the development of a low-fidelity prototype with a more complete appearance
and closer to the actual application. This prototype is used as a testing medium to evaluate the user experience
before the implementation process.

a. Chat Features



o il = - an ol -

& (@ indomaret Sukamaju Anggrek e 8 sintang

— —

Selamat Pagi

Pesanannya lengkap ya kak

Mohen ditunggu ya kak

Siap, Terima Kasih
030

G >

G >

Figure 5. High-Fidelity Prototype Chat Feature

Figure 5 shows the design of the chat feature that allows users to communicate directly with stores and
drivers through the Klik Indomaret application. This feature makes it easier to communicate about orders
without the need to move to another application.

b. Order Cancellation
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Figure 6. High-Fidelity Prototype Order Cancellation

Figure 6 shows the design of the order cancellation feature that allows users to cancel transactions directly
through the app before the order is processed. This feature comes with a choice of cancellation reasons to help
users convey the cause of order cancellation while providing information that can be used by the management
in evaluating the service. With this feature, the order cancellation process becomes easier, faster, and more
flexible for users.

c. Transaction Details
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Figure 7. Transaction Details Before Redesign

Figure 7 shows the view of the transaction details page on the Klik Indomaret application before the
redesign. This page displays transaction information, such as order details, shipping information, and payment
details. However, in this display, there is no chat feature with the store so that users still experience limitations
in communicating directly when there are problems with orders.
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Figure 8. High-Fidelity Prototype Transaction Details After Redesign

Figure 8 shows the results of the redesign on the Klik Indomaret application transaction details page.
This page has undergone a reorganization of transaction information to make it more structured and equipped
with access to the chat feature with the store. The addition of this feature makes it easier for users to
communicate directly with the store when they need information related to orders or experience problems
during the transaction process.

4.5 Testing

In the testing stage, testing was carried out using the System Usability Scale (SUS) on 30 participants
who had previously participated in the initial test. The test results were compared with the SUS score before
the redesign to determine the increase in the usability level of the Klik Indomaret application.

Table 5. SUS Calculation Data After Redesign

SUS score (
Participants Total Score  Total score *
2.5)
1 33 82,5
2 34 85
3 34 85
4 28 70




5 28 70
6 34 85
7 34 85
8 34 85
9 34 85
10 35 87,5
11 34 85
12 35 87,5
13 33 82,5
14 28 70
15 34 85
16 34 85
17 34 85
18 30 75
19 35 87,5
20 28 70
21 32 80
22 35 87,5
23 34 85
24 24 60
25 28 70
26 21 52,5
27 23 57,5
28 23 57,5
29 29 72,5
30 29 72,5
TOTAL 2327,5

Based on the test results in Table 5, the Klik Indomaret application obtained an average SUS score of
77.58, an increase from the initial score of 42.04 before the redesign. Based on the System Usability Scale
(SUS) category that has been explained in the research methods section, the score is included in the Good and
Acceptable categories. These results show that the redesign carried out is able to increase the level of
usability of the application so that the application is considered easier to use and more in accordance with the
needs of the participants.

4.6 Comparison of Evaluation Results

Comparison of evaluation results was carried out to determine changes in the usability level of the Klik
Indomaret application before and after the redesign using the System Usability Scale (SUS) method.

Table 6. Comparison of SUS Test Results

Aspects Before Redesign After the Redesign
Number of Participants 60 30
SUS Score 42,04 77,58
Categories Poor / Not Acceptable Good
Score Improvement — +35,54

Based on Table 6, the average score of the System Usability Scale (SUS) increased from 42.04 before
the redesign to 77.58 after the redesign. The increase of 35.54 points shows that the redesign carried out is
able to increase the usability level of the Klik Indomaret application. Based on the interpretation of SUS, the
score before the redesign was in the Poor/Not Acceptable category, while the score after the redesign was in



the Good category. These results are in line with previous research which showed that the application of
Design Thinking combined with the evaluation of the System Usability Scale (SUS) was able to increase the
level of application usability after redesign. [9]
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Figure 9. Comparison Chart of Evaluation Results

Based on Figure 9, it can be seen that there is an increase in the average score on odd statements and a
decrease in the average score on even statements. These results show that the redesigned design is easier to
use, clearer, and more convenient for users.
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Figure 10. User Preference Graph

Based on Figure 10, the preference results showed that 73.3% of participants chose the new design,
10% chose the old design, and 16.7% rated both designs equally well. These results show that the addition of
the order cancellation feature and the chat feature with stores and drivers are considered to be able to improve
the user experience on the Klik Indomaret application.

However, some participants still chose the old design because they were used to the previous look and
flow of use so it took time to adapt to the new design. This shows that user preferences are not only influenced
by the addition of features and design quality, but also by the habits in using the app. Overall, the results of
the evaluation show that the redesign of the Klik Indomaret application interface has a positive influence on
the user experience and is able to answer the needs of users identified at the empathize stage.

5. Conclusion

Based on the results of the research, the redesign of the UI/UX of the Klik Indomaret application using
the Design Thinking approach was able to produce a design that was more in line with user needs through the
addition of an order cancellation feature and a chat feature between users, stores, and drivers. Evaluation using
the System Usability Scale (SUS) showed an increase in the score from 42.04 to 77.58, which shows an
increase in the usability level of the Klik Indomaret application. Thus, the goal of the research to produce a



UI/UX design that is more in line with user needs and increase the level of usability of the application has
been successfully achieved.

References

[1]

2]

[3]

[4]

[5]

[6]

[7]

[8]

[9]

[10]

[11]

[12]

[13]

[14]

[15]

[16]

Agus Saputra, "Digital Consumer Changes: Anticipating Changes in Consumer Behavior in the E-
Commerce Business in 2024," Proceedings of the National Seminar on Entrepreneurship and Business
Management, vol. 1, no. 1, pp. 226-236, Jun. 2024, doi: 10.61132/prosemnasimkb.v1i1.19.

G. C. Hermawan and D. F. Suyatno, "Customer Satisfaction Analysis of Klik Indomaret Application
Services Using the End User Computing Satisfaction (EUCS) and DeLone and McLean Methods,"
2023. doi: https://doi.org/10.26740/jeisbi.v4i3.54230.

D. A. Andriati, R. Laple, S. Putra, and G. D. Saputra, "Sentiment Analysis of Comments of Users of
Klik Indomaret Application on Google Playstrore Using the Support Vector Machine (SVM) Method-
Dea Andini Andriati et.al Sentiment Analysis of Comments of Users of Klik Indomaret Application on
Google Playstrore Using the Support Vector Machine (SVM) Method," vol. 07, 2025, doi:
10.54209/jatilima.v7i03.1653.

A. R. Pradana, N. Nurlenawati, and D. Triadinda, "The Influence of Webqual on Indomaret Click and
Lifestyle on Purchase Decisions at Indomaret Bukit Sukasari Karawang," 2024, doi:
https://doi.org/10.31539/costing.v7i5.11921.

A. H. Aulia, S. T. Utami, T. U. Ma'rifah, and I. Kresna A, "UI/UX Design of Ecoprint Mobile E-
Commerce Application Cimemo.id with Design Thinking Method," Indonesian Journal of Education
and Technology, vol. 4, no. 7, pp. 319-331, Jan. 2024, doi: 10.52436/1.jpti.539.

C. Bautista, A. A. Putri, V. J. A. D. Lin, S. Shela, C. Saputra, and M. R. Pribadi, "UI/UX Design in
PawsCare Application Using the Design Thinking Method," Indonesian Journal of Education and
Technology, vol. 4, no. 2, pp. 65-72, Jul. 2024, doi: 10.52436/1.jpti.391.

Y. . Pitarto and N. Setiyawati, "UI/UX Redesign in the Osaga Application Using the Design Thinking
Method," JIPI (Scientific Journal of Informatics Research and Learning), vol. 8, no. 4, pp. 1154-1164,
Nov. 2023, doi: 10.29100/jipi.v8i4.4045.

D. Novianti, "Redesign of the User Interface of Bina Sarana Informatika University Website Using the
Design Thinking Method and System Usability Scale (SUS)," Journal of Informatics and Applied
Electrical Engineering, vol. 12, no. 3, Aug. 2024, doi: 10.23960/jitet.v12i3.4300.

M. F. Akbar and I. F. Hanif, "Redesigning the User Interface and User Experience of Fello Application
Using Design Thinking Method and System Usability Scale,” Indonesian Journal of Education and
Technology, vol. 5, no. 6, pp. 1619-1633, Jun 2025, doi: 10.52436/1.jpti.842.

S. Ansori, P. Hendradi, and S. Nugroho, "Application of the Design Thinking Method in the Ul/UX
Design of SIPROPMAWA Mobile Application,” Journal of Information System Research (JOSH), vol.
4, no. 4, pp. 1072-1081, Jul. 2023, doi: 10.47065/josh.v4i4.3648.

A. A. Syifa and E. P. Rachmawati, "Redesign Ul UX of BMKG Info Application Using Design
Thinking Method," 2025, doi: https://doi.org/10.33795/jip.v11i2.6702.

R. Pavita and F. N. Hasan, "Evaluation of the Use of the Getcontact Application as a Fraud Mode
Protection Using the User Experience Questionnaire Method," JIPI (Scientific Journal of Informatics
Research and Learning), vol. 9, no. 4, pp. 2054-2063, Nov. 2024, doi: 10.29100/jipi.v9i4.5544.

N. N. Arisa, M. Fahri, M. I. A. Putera, and M. G. L. Putra, "CROWDE Website UI/UX Prototype
Design Using Design Thinking Method," Techniques, vol. 12, no. 1, pp. 18-26, Feb. 2023, doi:
10.34148/teknika.v12i1.549.

R. E. Pratama and E. G. Wahyuni, "Designing User Interface Design and User Experience in the Yada
Application,” JIPI (Scientific Journal of Informatics Research and Learning), vol. 9, no. 2, pp. 841—
851, May 2024, doi: 10.29100/jipi.v9i2.4742.

K. T. Nugroho, B. Julianto, and D. F. Nur MS, "Usability Testing on the Management Information
System of AKN Pacitan Using the System Usability Scale Method," National Journal of Computer
Science Education (JANAPATI), vol. 11, no. 1, p. 74, Apr. 2022, doi: 10.23887/janapati.v11i1.43209.
M. P. Eugenia, M. Abdurrofi, B. Almahenzar, and A. Khoirunnisa, "User-Centered Design and System
Usability Scale Method Approach in Website Interface Redesign and Evaluation: A Case Study of the
Dissemination Agricultural Census Website," 2022. doi:
https://doi.org/10.34123/semnasoffstat.v2022i1.1454.



[stmsi] Submission Acknowledgement

1 pesan

Dr. Abdullah Husin, M.Kom <sistemasi.ftik@gmail.com> 6 Juli 2026
pukul 12.31 Kepada: lin Nurul latifah <iin12341112@gmail.com>

lin Nurul latifah:

Thank you for submitting the manuscript, "Redesign of the
UI/UX of the Klik Indomaret Application Using Design
Thinking and System Usability Scale" to Sistemasi: Jurnal
Sistem Informasi. With the online journal management system
that we are using, you will be able to track its progress through
the

editorial process by logging in to the journal web site:

Manuscript URL:
https://sistemasi.ftik.unisi.ac.id/index.php/stmsi/author/submissi
on/6702 Username: iinnrlltfh

If you have any questions, please contact me. Thank you for
considering this journal as a venue for your work.

Dr. Abdullah Husin,
M.Kom Sistemasi:
Jurnal Sistem Informasi
Sistemasi: Jurnal
Sistem Informasi


mailto:sistemasi.ftik@gmail.com
mailto:iin12341112@gmail.com
https://sistemasi.ftik.unisi.ac.id/index.php/stmsi/author/submission/6702
https://sistemasi.ftik.unisi.ac.id/index.php/stmsi/author/submission/6702
https://sistemasi.ftik.unisi.ac.id/index.php/stmsi/author/submission/6702
https://sistemasi.ftik.unisi.ac.id/index.php/stmsi/author/submission/6702

7/24/26, 1:09 AM Gmail - [stmsi] Editor Decision

2. Bukti konfirmasi review dan hasil review

(15 Juli 2026)



7/24/26, 1:.09 AM Gmail - [stmsi] Editor Decision



7/24/26, 1:09 AM Gmail - [stmsi] Editor Decision

IVI Gma” lin Nurul latifah <iin12341112@gmail.com>

[stmsi] Editor
1 pesan

Dr. Abdullah S.Si., M.Kom <sistemasi.ftik@gmail.com> 15 Juli 2026 pukul 09.15
Kepada: lin Nurul latifah <iin12341112@gmail.com>
Cc: Firman Noor Hasan <firman.noorhasan@uhamka.ac.id>

lin Nurul latifah:

We have reached a decision regarding your submission to Sistemasi: Jurnal
Sistem Informasi, "Redesign of the UI/UX of the Klik Indomaret Application
Using Design Thinking and System Usability Scale".

Our decision is: Revisions Required Reviewer

1:

Abstrak ini telah disusun dengan sangat informatif dan mampu
mengomunikasikan efektivitas metode Design Thinking dalam

meningkatkan usability aplikasi secara terukur. Penulis berhasil menyajikan
kontribusi praktis yang jelas melalui data perbandingan skor SUS yang
signifikan.

Meskipun secara teknis sudah sangat memadai, abstrak akan lebih kuat jika
penulis menambahkan satu kalimat yang menyinggung implikasi strategis atau
nilai tambah dari pembaruan fitur tersebut terhadap ekosistem digital ritel
yang lebih luas.

Pendahuluan ini telah disusun dengan struktur yang logis dan berhasil
memetakan urgensi penelitian melalui identifikasi masalah yang nyata pada
aplikasi Klik Indomaret. Penulis mampu menjembatani antara tren
digitalisasi ritel dengan kebutuhan akan desain yang berpusat pada pengguna
(user-centric). Untuk meningkatkan kualitas akademik, penulis disarankan
untuk memperkuat landasan data statistik dengan sitasi yang lebih mutakhir
dan sedikit mempertajam narasi mengenai urgensi integrasi sistemik dalam
ekosistem e-commerce agar kontribusi penelitian ini lebih menonjol

Bagian Results and Analysis telah disajikan secara komprehensif dengan
dukungan data empiris yang kuat dan metodologi yang transparan. Penulis
berhasil mendemonstrasikan efektivitas metode Design Thinking melalui
peningkatan skor SUS yang signifikan dan analisis preferensi pengguna yang
jujur. Ketidakkonsistenan Jumlah Sampel: Terdapat perubahan jumlah
partisipan (60 di awal, 30 di akhir). Meskipun alasan logisnya bisa

dipahami, hal ini perlu diberikan penjelasan singkat atau “justifikasi
teknis" di dalam teks mengapa jumlahnya berkurang, agar tidak dianggap
sebagai kelemahan dalam validitas statistik.

Kedalaman Diskusi Hasil: Analisis pada Gambar 9 (terkait peningkatan odd
statements dan penurunan even statements dalam SUS) masih sangat singkat.
Anda bisa menambahkan sedikit narasi mengapa poin-poin tersebut berubah
(misalnya: "Pengguna merasa lebih percaya diri karena adanya fitur
pembatalan yang jelas™).

Visualisasi Data: Figure 7 dan 8 (perbandingan Before-After) adalah bagian
paling krusial. Pastikan dalam naskah final, kualitas gambar tersebut tajam
karena perbandingan visual UI/UX adalah inti dari pembuktian keberhasilan
desain.

Kesimpulan ini telah berhasil merangkum temuan utama penelitian secara lugas
https://mail.google.com/mail/u/0/?ik=98502b17a5&view=pt&search=all&permthid=thread-f:1870745265607642954 &simpl=msg-f:1870745265607... 20/


https://mail.google.com/mail/u/0/?ik=98502b17a5&view=pt&search=all&permthid=thread-f%3A1870745265607642954&simpl=msg-f%3A1870745265607
mailto:iin12341112@gmail.com
mailto:sistemasi.ftik@gmail.com
mailto:iin12341112@gmail.com
mailto:firman.noorhasan@uhamka.ac.id

7/24/26, 1:09 AM Gmail - [stmsi] Editor Decision

dan menjawab tujuan yang ditetapkan secara efektif. Namun, untuk memberikan
bobot akademik yang lebih mendalam, penulis disarankan untuk menambahkan
satu paragraf penutup yang membahas implikasi praktis bagi manajemen Klik
Indomaret, serta mengakui keterbatasan penelitian ini (seperti cakupan

sampel) sebagai dasar untuk agenda penelitian di masa depan. Dengan
penambahan tersebut, kesimpulan ini akan menjadi penutup yang komprehensif
dan memiliki nilai kontribusi yang lebih luas

https://mail.google.com/mail/u/0/?ik=98502b17a5&view=pt&search=all&permthid=thread-f:1870745265607642954 &simpl=msg-f:1870745265607... 21


https://mail.google.com/mail/u/0/?ik=98502b17a5&view=pt&search=all&permthid=thread-f%3A1870745265607642954&simpl=msg-f%3A1870745265607

Reviewer 2:
After reviewing the article, here are the suggestions for improvement:
1. Please revise the marked references according to the IEEE
standard format.
2. There is an error in the definition of the SUS Likert scale
(this needs to be corrected as it is an internal contradiction).
3. The headers of Tables 2 and 4 have incorrect translations;
they should use "No" (Number) instead of "Yes" in the header.
4.  There is inconsistency in decimal formatting; please use
the decimal point standard (.) in all tables and text.

Error in the definition of the SUS Likert scale (needs to

be corrected, this is an internal contradiction)

Sentence: "a value of 1 indicating Strongly Agree (STS) and
a value of 5 indicating Strongly Agree (SS)"

This is incorrect and contradictory. Please fix it.

Tables 2 and 4 use the column header "Yes" for the sequential
number column (it should be "No." for number).

Reference Improvement Suggestions:
1. Reference [3] must be corrected — the title is broken/duplicated.
2. References [2], [4], [11], and [16] — please complete the
journal name, volume, number, and page numbers.
3. Standardize the DOI format across all references.

Dr. Abdullah S.Si., M.Kom

Program Studi Sistem Informasi, Fakultas Teknik dan Ilmu Komputer,
Universitas Islam Indragiri,

Indonesia

abdialam@gmail.com

Sistemasi: Jurnal Sistem Informasi


mailto:abdialam@gmail.com

3. Bukti konfirmasi submit review, respon
kepada reviewer, dan artikel yang di-

resubmit

(16 Juli 2026)



#6702 Review

SUMMARY m EDITING

Submission

Authors

Title

Section

Editor

lin Nurul Latifah, Firman Noor Hasan &3

Redesign of the UlI/UX of the Klik Indomaret Application using Design Thinking and System Usability

Scale
Articles
Dr. Abdullah S.Si., M.Kom &3

Samsudin Sadek S.Kom., M.Kom &2
Asniati Bindas £3

Peer Review

Round 1

Review Version
Initiated

Last modified
Uploaded file

6702-18282-1-Rv.DOCX 2026-07-06

2026-07-10

2026-07-15

Reviewer B 6702-18382-1-Rv.DOCX 2026-07-12

Editor Decision

Decision
Notify Editor

Editor Version

Author Version

Upload Author Version

Accept Submission 2026-07-17
E1  Editor/Author Email Record = 2026-07-20

6702-18414-1-ED.DOCX 2026-07-15
6702-18414-2-ED.DOCX 2026-07-17

6702-18437-1-ED.DOCX 2026-07-16  DELETE

Choose File | No file chosen

Upload




Redesign of the UI/UX of the Klik Indomaret Application Using
Design Thinking and System Usability Scale

in Nurul Latifah, 2 Firman Noor Hasan*
L2Informatics Engineering Study Program, Faculty of Industrial Technology and Informatics, University of
Muhammadiyah Prof. Dr. Hamka
JI. Tanah Merdeka No.6, RT.10/RW.5, Rambutan, Ciracas District, East Jakarta City, Special Capital Region of
Jakarta, Indonesia
*Email: firman.noorhasan@uhamka.ac.id

(received: ?, Revised: ?, accepted: ? filled in by the editor)

Abstract

The development of e-commerce encourages retail companies to provide digital services that offer a better user
experience. However, observations and user review analysis indicate that the Klik Indomaret application still has
several issues, including the absence of an order cancellation feature, a chat feature with stores, and integrated
communication with delivery drivers, which affect the application's usability. This study aims to redesign the User
Interface (Ul) and User Experience (UX) of the Klik Indomaret application using the Design Thinking method and
evaluate the redesigned interface using the System Usability Scale (SUS). Data were collected through
observation, user review analysis on the Google Play Store and App Store, and questionnaires distributed to 60
participants. The redesign process consisted of the empathize, define, ideate, prototype, and testing stages,
followed by a SUS evaluation involving 30 participants. The results showed that the average SUS score increased
from 42.04 before the redesign to 77.58 after the redesign, representing an improvement of 35.54 points. These
findings indicate that the redesign improved the application's usability and produced a design that better meets
user needs. The findings are expected to serve as a reference for developing more user-centric retail e-commerce
applications through features that enhance digital service quality and overall user experience.

Keywords: Design Thinking, Klik Indomaret, System Usability Scale, UlI/UX, Usability

1. Introduction

E-commerce in Indonesia continues to grow with increasing internet usage. In 2025, the internet penetration
rate reached 80.66%, with approximately 229.4 million internet users. Additionally, the value of e-commerce
transactions in 2024 reached IDR 1,288.93 trillion, representing a 17.08% increase compared to the previous year
[1]. e-commerce can increase cost effectiveness, expand the scope of marketing, and facilitate the process of
digital interaction and transactions [2].

Digital transformation has also changed consumer behavior in interacting with retail services. Companies are
starting to use mobile applications as a more effective distribution and communication medium to reach
consumers. In Indonesia, this phenomenon is shown by the increasing use of online shopping applications [3].
Along with this development, e-commerce applications no longer serve merely as transaction platforms but have
also become part of a digital ecosystem that integrates users, service providers, and distribution processes into a
single platform. One form of implementation of this digital transformation is Klik Indomaret which was developed
by PT Indomarco Prismatama as a digital shopping platform with the concept of a one-stop online store. This
application allows consumers to obtain various needs in one platform so that the shopping process becomes more
practical without having to visit the outlet directly [4].

Although it provides various conveniences, the results of observations of user reviews on the Google Play
Store and App Store show that there are still various problems that affect the user experience. The most frequently
submitted complaints include the unavailability of the order cancellation feature so that users have difficulties
when they want to cancel a transaction, the absence of a chat feature with the store which causes the process of
confirming product availability to be less effective, and the unavailability of a chat feature with a driver so that
communication during the delivery process is limited. This situation results in less effective coordination among
users, stores, and delivery drivers, thereby hindering service integration within the application ecosystem and
potentially reducing user convenience and satisfaction.

These issues indicate that a more user-centric interface is needed to be redesigned in order for the app to
provide a better user experience. Therefore, this study aims to redesign the UI/UX of the Klik Indomaret
application using the Design Thinking method and evaluate the design results using the System Usability Scale
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(SUS). This research is expected to produce a design that is more practical, efficient, and in accordance with user
needs so that it can increase the usability level of the application. In addition, this research is expected to be a
reference in the development of e-commerce applications as well as subsequent research that discusses Ul/UX
design based on a user-centered approach.

2. Literature Review

Research on designing User Interface (UI) and User Experience (UX) using the Design Thinking method has
been widely carried out on various digital applications. The application of the Design Thinking method is able to
produce an interface design that is more in line with user needs in e-commerce mobile applications [5]. The
method also helps the UI/UX design process through a user-centric approach so as to produce a solution that is
more suited to the user's needs [6], [7]. In addition, a combination of Design Thinking and System Usability Scale
(SUS) methods has been applied to evaluate the level of usability after the redesign process. The results of the
study show that the application of both methods is able to increase the level of usability after the interface
redesign [8], [9].

The results of the study show that the application of the Design Thinking method combined with usability
evaluation is able to improve the quality of the interface and provide a better user experience for various types of
applications. However, based on previous research, there are still several aspects that have not been studied much
so that it is an opportunity for further research to be conducted.

Based on the previous research, it can be seen that the Design Thinking method is still a relevant method in
the UI/UX design process because it is able to produce solutions that focus on user needs. In addition, the use of
the System Usability Scale (SUS) is also able to provide an overview of the level of usability after the redesign
process is carried out. However, previous research still shows some research gaps. Most of the research only
focuses on the UI/UX design process without usability evaluation using the System Usability Scale (SUS).
Research that has combined Design Thinking and System Usability Scale (SUS) is still applied to websites and e-
money applications, so it has not yet discussed the context of retail e-commerce applications. On the other hand,
research on the Klik Indomaret application focuses more on analyzing user sentiment based on reviews on the
Google Play Store without producing recommendations in the form of redesigning the interface to overcome the
problems experienced by users [3].

Based on the research gap, this research aims to fill the research gap by integrating the Design Thinking and
System Usability Scale (SUS) methods in the UI/UX redesign process of the Klik Indomaret application. Unlike
previous research that focused more on improving the appearance of the interface, this study also developed an
order cancellation feature, a chat feature between users, stores, and drivers, and evaluated the improvement in
usability levels before and after the redesign. Thus, this research contributes to the development of the UI/UX of
e-commerce applications through the application of Design Thinking combined with the evaluation of the System
Usability Scale (SUS) and the development of features that suit user needs.

3. Research Method

This research uses the Design Thinking method to redesign the User Interface (Ul) and User Experience
(UX) of the Klik Indomaret application. The results of the redesign were then evaluated using the System
Usability Scale (SUS) method to measure the level of application usability before and after the redesign [10], [11].

3.1 Research Flow
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Figure 11. Planning Flow

The research flow in Figure 1 shows the stages of research starting from problem identification, literature
review, data collection, redesign process using the Design Thinking method, to evaluation using the System
Usability Scale (SUS). Each stage in the research flow is further explained in the following subchapter.

The object of the research is the Klik Indomaret application developed by PT Indomarco Prismatama.
Data collection was carried out using Google Forms because it was considered easy and effective in obtaining
information from participants online. The platform supports different types of queries, such as open-ended and
Likert scales, and stores data automatically, making it easier to process and analyze data [12].

The research data was obtained through observation of application use, analysis of user reviews on the
Google Play Store and App Store, and the distribution of questionnaires to users of the Klik Indomaret
application. The questionnaire consists of open-ended questions to obtain information about user experiences,
needs, and constraints, as well as a System Usability Scale (SUS) questionnaire to measure the level of usability of
the application. A total of 60 participants were involved in the initial test to get an idea of the usability level of the
application before redesigning. After the design process was completed, retests were carried out on 30 participants
using the System Usability Scale (SUS) method to evaluate the results of the redesign.

3.2 Design Thinking Method
3.21 Empathize

The empathize stage is carried out to understand the needs, experiences, and obstacles experienced by
users through observation, analysis of user reviews on the Google Play Store and App Store, as well as
guestionnaires consisting of open-ended questions and System Usability Scale (SUS). The information obtained is
used as a basis for identifying user needs and devising appropriate solutions [7].

3.2.2 Define

The define stage is carried out to identify and formulate user needs based on the results obtained in the
empathize stage. These needs are then analyzed as the basis for the preparation of alternative solutions [13].

3.2.3 ldeate

The ideate stage was conducted to develop various alternative solutions based on the results of the How
Might We (HMW) questions developed during the define stage. The resulting solutions included the addition of an



order cancellation feature, a chat feature between users and stores, and a chat feature between users and delivery
drivers, which were then used as the basis for the prototyping process [14].

3.2.4 Prototype

The prototype stage involves developing interface designs in the form of low-fidelity and high-fidelity
prototypes using the Figma application. The resulting interactive prototypes are used to simulate the application
workflow and obtain user feedback before the testing stage [14].

3.25 Testing

The testing stage is carried out by testing the prototype directly to the user to get feedback regarding the
ease of use, navigation, and interface display. The test was carried out on 30 respondents who had previously
taken part in the initial test. The test results are used as a basis for evaluating and refining the results of the
redesign [7]. Furthermore, the test results were analyzed using the System Usability Scale (SUS) method to
measure the usability level of the redesign results.

3.3 System Usability Scale (SUS) Evaluation

Usability evaluation was carried out using the System Usability Scale (SUS) method, which is a test
method that uses a questionnaire containing 10 statements to measure the level of usability of applications based
on user perception. The test used a Likert scale, with a value of 1 indicating Strongly Disagree (SD) and a value of
5 indicating Strongly Agree (SA) [15].

The calculation of SUS scores is carried out through the following stages [16].
a. For odd-numbered statements, the answer value is minus 1 (x; — 1). (1)

b. For even numbered statements, the answer value is subtracted from the number 5 (5 — x;). 2
c. All calculation results are summed up, then multiplied by a factor of 2.5 to obtain the SUS score of each
participant.
d. The SUS score of all participants is then calculated as the average score to obtain the average SUS score
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Figure 12. SUS Scale

The interpretation of the System Usability Scale (SUS) test results refers to the categories of acceptability,
grade scale, and adjective rating as shown in Figure 2 [16]. Testing is carried out before and after the redesign
process. The test results before the redesign are used as the initial condition, then compared with the test results
after the redesign to determine the increase in the usability level of the Klik Indomaret application.

4. Results and Analysis
4.1 Empathize

At the empathize stage, data collection was carried out through observation of application usage, analysis
of user reviews on the Google Play Store and App Store, and distribution of questionnaires to Klik Indomaret
application users. The questionnaire used consists of open-ended questions to obtain information about user
experience, needs, constraints, and feedback on the application, and a System Usability Scale (SUS) questionnaire
to measure the level of usability of the application before redesigning. A total of 60 participants participated in
data collection at this stage.

Table 7. Characteristics of the participants involved in the study
Categories Remarks Quantity




Categories Remarks Quantity

Gender Male 13
Women 47
Age 18-21 years old 24
22-25 years old 26
26-29 years old
30-34 years old 8
Long use of the app <1 Month 13
1-6 Months 25
6-12 Months 12
>1 Year 10

Based on Table 1, this study involved 60 participants with diverse characteristics based on gender, age,
and length of time using the Klik Indomaret application. The majority of participants were female as many as 47
people, 22-25 years old as many as 26 people, and 25 people who had used the application for 1-6 months. These
characteristics show that participants have experience in using the application so that they can provide input
according to the experience of using the Klik Indomaret application.

Based on the results of data collection obtained from participants, several experiences and obstacles
experienced by users while using the Klik Indomaret application were found.

Table 8. Finding User Problems at the Stage Empathize

No. User Findings Categories
1 The order cancellation feature is not yet available. Features
2 The chat feature with the store is not yet available. Communication

Communication with the driver is not yet integrated

directly within the application. Communication

Based on the results of the empathize stage presented in Table 2, several main problems experienced by
Klik Indomaret application users were found. These problems include the unavailability of the order cancellation
feature, the unavailability of chat features with stores, and communication with drivers that have not been
integrated directly in the application. The findings are then analyzed to identify the needs of the user and become
the basis for the formulation of the problem at the definition stage.

In addition to obtaining information about user experiences, needs, and constraints through open-ended
guestions, at this stage, an initial test was also carried out using the System Usability Scale (SUS) on 60
participants to determine the level of usability of the Klik Indomaret application before redesigning.

Table 9. SUS Test Results Before Redesign

Participants Total Score SUS score ( Total score * 2.5)
1 29 72.5
2 35 87.5
3 16 40
4 28 70
5 25 62.5
6 33 82.5
7 22 55
8 30 75
9 29 72.5
10 18 45
11 25 62.5




Participants Total Score SUS score ( Total score * 2.5)

12 37 925
13 21 52.5
14 20 50
15 25 62.5
16 24 60
17 29 72.5
18 20 50
19 19 47.5
20 9 22.5
21 0 0
22 11 275
23 13 32.5
24 12 30
25 12 30
26 36 90
27 32 80
28 13 32.5
29 12 30
30 36 90
31 11 2715
32 13 32.5
33 7 175
34 13 32.5
35 8 20
36 12 30
37 9 225
38 11 27.5
39 11 27.5
40 9 22.5
41 9 22.5
42 12 30
43 11 27.5
44 11 27.5
45 11 27.5
46 11 2715
47 10 25
48 13 325
49 12 30
50 11 27.5
51 12 30
52 11 2715
53 12 30
54 24 60
55 12 30
56 8 20
57 14 35
58 10 25
59 9 225
60 11 27.5
TOTAL 2522.5

Based on the calculation results in Table 3, the Klik Indomaret application obtained an average System
Usability Scale (SUS) score of 42.04, which is below the standard SUS value of 68. These results show that the



usability level of the application is still low, so a redesign process is needed to improve the quality of the
interface and user experience.

The results of the initial testing reinforce the findings at the empathize stage that the Klik Indomaret
application still has several problems that affect the user experience. Based on these results, user needs were
identified as the basis for the problem formulation process at the definition stage.

4.2 Define

After the empathize stage is completed, the research continues to the define stage to identify and
formulate the main problems based on the results of observations, user review analysis, and questionnaires. At this
stage, the results of data collection are analyzed to identify user needs that are the basis for the process of
redesigning the Klik Indomaret application.

The results of the analysis show that users need order cancellation features, communication media between
users and stores and drivers, and clearer order tracking information. These needs are then summarized in the form
of a User Persona as a representation of user characteristics, goals, needs, and constraints. Furthermore, based on
the User Persona, several How Might We (HMW) questions were prepared as a basis for producing alternative
solutions at the ideate stage.
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Figure 13. User Persona

Figure 3 shows the User Persona which represents the characteristics, goals, needs, and constraints of the
Klik Indomaret application user. The User Persona describes users who need a practical transaction process, clear
order information, and easy communication with stores and drivers. In addition, User Persona also shows several
obstacles that users are still experiencing, such as the unavailability of the order cancellation feature, the
unavailability of chat features with stores, and communication with drivers that have not been integrated directly
in the application.

Table 10. How Might We (HMW)

No. Might We? Solution
How can we provide features that make it easier Added an order cancellation feature so that users can
1 for users to cancel orders directly through the cancel transactions independently before the order is
app? processed.

Added a chat feature between users and stores to facilitate
communication regarding product availability and order
changes.

How can we facilitate communication between
2 users and stores when there are problems with
orders?

How can we provide communication features
3 with drivers that are integrated directly within the
app during the delivery process?

Develop a chat feature between users and drivers that is
integrated directly in the application so that the
coordination process during delivery becomes easier.

Based on the results of the preparation of How Might We (HMW) in Table 4, several alternative solutions
that suit user needs are obtained. The alternative solution then becomes a reference in the ideate stage to produce
a prototype design of the Klik Indomaret application.



4.3 ldeate

At the ideate stage, several alternative solutions were prepared based on the results of How Might We
(HMW) at the definition stage. Alternative solutions include the addition of an order cancellation feature, a chat
feature between users and stores, and a chat feature between users and drivers. The resulting solution aims to
overcome the problems experienced by users and improve the ease of use of the Klik Indomaret application. All of
these alternative solutions then become the basis for the prototyping process at the next stage.

4.4 Prototype

At the prototype stage, alternative solutions that have been produced at the ideate stage are realized in the
form of prototypes in the form of low-fidelity and high-fidelity. This stage aims to visualize the interface design
so that it can be used as a medium for evaluation with users before testing at the testing stage.

3. Low-Fidelity Prototype
Low-fidelity prototypes are the initial stage in the interface design process that is used to build the user flow
and determine the placement of key components on each application page.

- o il v - o4 il v - o -

o e
« @ Indomaret Sukamaju Anggrek €« Bintang € Detail Transal ksl € Pilih Alasan

DotatPosarn Denbrowan Sedang diporoses di toko

-
=]

Belanja Xpress

Total Rp21,500

wwwwww

Total Pembayaran Rp26,500

€OD (Cash On Delivery) Rp26.500

AI51DA19C) T

05 Jan 2026 - 09:20

[ e
Figure 14. Low-Fidelity Prototype

Figure 4 shows a low-fidelity prototype design that was compiled based on the results of user needs analysis
in the previous stage. This design consists of a chat feature page with the store and driver, a transaction details
page, and an order cancellation feature. Low-fidelity prototypes are used to describe the interface structure, usage
flows, and placement of key components before being developed into a high-fidelity prototype.

4. High-fidelity prototype
High-fidelity prototype is the development of a low-fidelity prototype with a more complete appearance and

closer to the actual application. This prototype is used as a testing medium to evaluate the user experience before
the implementation process.

d. Chat Features
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Figure 15. High-Fidelity Prototype Chat Feature

Figure 5 shows the design of the chat feature that allows users to communicate directly with stores and
drivers through the Klik Indomaret application. This feature makes it easier to communicate about orders without
the need to move to another application.
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Figure 16. High-Fidelity Prototype Order Cancellation

Figure 6 shows the design of the order cancellation feature that allows users to cancel transactions directly
through the app before the order is processed. This feature comes with a choice of cancellation reasons to help
users convey the cause of order cancellation while providing information that can be used by the management in
evaluating the service. With this feature, the order cancellation process becomes easier, faster, and more flexible
for users.

f. Transaction Details
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Figure 17. Transaction Details Before Redesign

Figure 7 shows the view of the transaction details page on the Klik Indomaret application before the redesign.
This page displays transaction information, such as order details, shipping information, and payment details.
However, in this display, there is no chat feature with the store so that users still experience limitations in
communicating directly when there are problems with orders.
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Figure 18. High-Fidelity Prototype Transaction Details After Redesign

Figure 8 shows the results of the redesign on the Klik Indomaret application transaction details page. This
page has undergone a reorganization of transaction information to make it more structured and equipped with
access to the chat feature with the store. The addition of this feature makes it easier for users to communicate
directly with the store when they need information related to orders or experience problems during the transaction
process.

4.5 Testing

In the testing stage, the System Usability Scale (SUS) was administered to participants who had previously
taken part in the initial evaluation. The initial evaluation involved 60 participants, and after the prototype was
developed, the questionnaire was redistributed to the same participants. However, due to time constraints during
the data collection process, only 30 participants took part in the post-redesign evaluation. Therefore, the post-



redesign analysis was conducted based on the data collected from these 30 participants. The results were then
compared with the pre-redesign SUS scores to determine the improvement in the usability of the Klik Indomaret
application.

Table 11. SUS Calculation Data After Redesign

SUS score (
Participants  Total Score  Total score
*2.5)
1 33 82.5
2 34 85
3 34 85
4 28 70
5 28 70
6 34 85
7 34 85
8 34 85
9 34 85
10 35 87.5
11 34 85
12 35 87.5
13 33 82.5
14 28 70
15 34 85
16 34 85
17 34 85
18 30 75
19 35 87.5
20 28 70
21 32 80
22 35 87.5
23 34 85
24 24 60
25 28 70
26 21 52.5
27 23 57.5
28 23 57.5
29 29 72.5
30 29 72.5
TOTAL 2327.5

Based on the test results in Table 5, the Klik Indomaret application obtained an average SUS score of
77.58, an increase from the initial score of 42.04 before the redesign. Based on the System Usability Scale (SUS)
category that has been explained in the research methods section, the score is included in the Good and
Acceptable categories. These results show that the redesign carried out is able to increase the level of usability of
the application so that the application is considered easier to use and more in accordance with the needs of the
participants.

4.6 Comparison of Evaluation Results

Comparison of evaluation results was carried out to determine changes in the usability level of the Klik
Indomaret application before and after the redesign using the System Usability Scale (SUS) method.



Table

12. Comparison of SUS Test Results

Aspects Before Redesign After the Redesign
Number of Participants 60 30
SUS Score 42.04 77.58
Categories Poor / Not Acceptable Good
Score Improvement - +35.54

Based on Table 6, the average score of the System Usability Scale (SUS) increased from 42.04 before the
redesign to 77.58 after the redesign. The increase of 35.54 points shows that the redesign carried out is able to
increase the usability level of the Klik Indomaret application. Based on the interpretation of SUS, the score before
the redesign was in the Poor/Not Acceptable category, while the score after the redesign was in the Good
category. These results are in line with previous research which showed that the application of Design Thinking
combined with the evaluation of the System Usability Scale (SUS) was able to increase the level of application

usability after redesign [9].
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Figure 19. Comparison Chart of Evaluation Results



Based on Figure 9, there was an increase in the average scores for the odd-numbered statements and a
decrease in the average scores for the even-numbered statements. These results indicate that the redesigned
interface is easier to use, clearer, and more user-friendly. These changes were influenced by the addition of an
order cancellation feature and chat features that enable communication with stores and delivery drivers, which
helped users complete transactions and communicate more effectively during the ordering process. Additionally,
the decrease in the scores for the even-numbered statements indicates that users found the application easier to
understand and less confusing than the previous design.
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Keduanya sama saja

Y

Figure 20. User Preference Graph

Based on Figure 10, the preference results showed that 73.3% of participants chose the new design, 10%
chose the old design, and 16.7% rated both designs equally well. These results show that the addition of the order
cancellation feature and the chat feature with stores and drivers are considered to be able to improve the user
experience on the Klik Indomaret application.

However, some participants still chose the old design because they were used to the previous look and
flow of use so it took time to adapt to the new design. This shows that user preferences are not only influenced by
the addition of features and design quality, but also by the habits in using the app. Overall, the results of the
evaluation show that the redesign of the Klik Indomaret application interface has a positive influence on the user
experience and is able to answer the needs of users identified at the empathize stage.

5. Conclusion

Based on the results of the research, the redesign of the UI/UX of the Klik Indomaret application using the
Design Thinking approach was able to produce a design that was more in line with user needs through the addition
of an order cancellation feature and a chat feature between users, stores, and drivers. Evaluation using the System
Usability Scale (SUS) showed an increase in the score from 42.04 to 77.58, which shows an increase in the
usability level of the Klik Indomaret application. Thus, the goal of the research to produce a UI/UX design that is
more in line with user needs and increase the level of usability of the application has been successfully achieved.

The results of this study are expected to provide insights for the developers of the Klik Indomaret application
in designing a user interface and features that are more tailored to user needs, thereby improving the quality of
digital services. This study has limitations, as the post-redesign evaluation involved only 30 participants.
Therefore, future research is recommended to involve a larger number of participants and explore additional
features that were not addressed in this study to obtain more comprehensive evaluation results.
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Abstract

The development of e-commerce encourages retail companies to provide digital services that offer a better user experience.
However, observations and user review analysis indicate that the Klik Indomaret application still has several issues, including the
absence of an order cancellation feature, a chat feature with stores, and integrated communication with delivery drivers, which
affect the application's usability. This study aims to redesign the User Interface (Ul) and User Experience (UX) of the Klik Indomaret
application using the Design Thinking method and evaluate the redesigned interface using the System Usability Scale (SUS). Data
were collected through observation, user review analysis on the Google Play Store and App Store, and questionnaires distributed
to 60 participants. The redesign process consisted of the empathize, define, ideate, prototype, and testing stages, followed by a
SUS evaluation involving 30 participants. The results showed that the average SUS score increased from 42.04 before the redesign
to 77.58 after the redesign, representing an improvement of 35.54 points. These findings indicate that the redesign improved the
application's usability and produced a design that better meets user needs. The findings are expected to serve as a reference for
developing more user-centric retail e-commerce applications through features that enhance digital service quality and overall user
experience.
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