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Abstract

The growth of e-commerce requires applications to have a high level of usability in order to provide an
optimal user experience. Using the Design Thinking method, this study aims to redesign the Alfagift application
interface to enable features such as selecting a store, tracking orders, and saving order history. This development

o process will be evaluated using the Usability Scale (SUS). The study employs a mixed-methods approach that
combines quantitative data collection via the SUS questionnaire with qualitative data collection through analysis
of user reviews and interviews. According to preliminary testing with 60 participants, usability was still below
standard, with an average SUS score of 48.875. Based on these findings, a redesign was carried out through the
stages of empathize, define, ideate, prototype, and testing. The results of the prototype evaluation showed an
increase in the average SUS score to 75.17, falling into the “Good” category—an increase of 26.29 points
compared to the initial design. In addition, 73.3% of respondents preferred the revised design because they
considered it to have clearer navigation, more informative tracking features, and a more structured order history.
The research results show that the application of Design Thinking was highly successful in improving the usability
and user experience of the Alfagift app.

Keywords: Alfagift, Design Thinking, System Usability Scale, UI/UX, Usability..

1. INTRODUCTION

The development of digital technology has accelerated the progress of the sectore-commerce in

Indonesia. Buying and selling activities that utilize the internet network as a transaction medium are
known as e-commerce [1]. This growth can be seen from the increasing number of business actors,
digital service users, and the projected value of Indonesia's e-commerce market which is estimated to
reach USD 75 billion in 2024 with a growth of around 19% [2]. Along with that, internet penetration
has also increased from 64.8% (2018) to 77% (2022) and is expected to reach 79.5% by 2024 [3].
This development has also shifted consumer behavior from offline to online shopping. Factors
influencing the election platform e-commerce includes user assessment of the usability of the system
and the ease of use of it, as well as social factors [4]. Today's consumers tend to choose apps that are
able to provide a fast, practical, and convenient shopping experience, especially in terms of store
selection, order status transparency, and transaction history.

In the midst of the development of the digital era, the use of technology and information contributes
significantly to the provision of services that are accurate, precise, organized, responsible, and have a
high level of reliability. [5]. Therefore, it is not enough for application development to be oriented only
towards meeting functional needs, but also to pay attention to user experience (UX). User experience
describes the experience that users gain while interacting with a system, which is influenced by the level
of ease of use, accessibility, and efficiency in completing tasks using the application. [6].

The quality of an application in the development of digital systems is greatly influenced by the
@ application of aspects (Human—Computer Interaction/HCI), Interface design (User Interface/Ul), and

user experience (User Experience/UX) and usability. HCI or human-computer interaction focuses on
how the system is designed to be used easily, effectively, and comfortably by users by paying attention
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to ergonomic aspects and the experience of human-computer interaction [7]. In addition, app
development also puts User Interface (Ul) and User Experience (UX) as the main aspect. Visual
interface design is a key focus User Interface (Ul) so that users can interact with the application easily
and intuitively. On the other hand, User Experience (UX) Focusing on the experience gained by users
while using the system. The combination of the two is an important factor in creating an effective and
satisfying user experience. Good design can provide convenience, convenience, and satisfaction in using
apps, while poor design has the potential to cause confusion and reduce the quality of user experience.
[8].

Usability describes the extent to which users can use the system effectively, efficiently, and
satisfactorily in achieving a particular goal. Evaluation implementation usabilify aims to assess whether
the system has met the standards of good interaction so that it can provide an optimal user experience
[9]. These aspects are becoming increasingly important in application development e-commerce,
because the quality of the user experience directly affects the level of satisfaction and success of using
the application.

Alfagift as the official application Alfamart provides shopping services online that integrates with
physical stores as well as customer loyalty programs [10]. However, compared to competitors like Astro,
Alfagift still has some weaknesses, especially in the features fracking order, store selection, and order
status transparency. This is reflected in the app's rating (Alfagift 4.3; Astro 4,9) as well as user reviews
complaining about delays and unclear order status.

The main problem identified is the absence of features tracking real-time, suboptimal store
selection, and order history that has not been separated between active and completed orders. These
problems have an impact on the quality of the user experience and cause difficulties in monitoring the
transaction process. Level usability The application in this study was evaluated using System Usability
Scale (SUS)[11]. However, to understand the causes of the problem more deeply, an approach is used
Design Thinking that focuses on the empathy stage to solution testing [12]. The combination of these
two methods is expected to result in a redesign of the UI/UX of the Alfagift application, especially in
the order tracking features, store selection, and order history.

The research was conducted online by involving Alfagift users in Indonesia through the distribution
of questionnaires online. Previous research on the Alfagift application has identified several usability
problems, but the discussion still focuses on evaluating the application in general and has not examined
the user experience on the features tracking orders, store selection, and order history in more depth [10].
Therefore, this study focuses on redesigning the three features using the Design Thinking supported by
evaluation results System Usability Scale (SUS), so that it is expected to be able to produce more specific
design recommendations according to user needs.

2. RESEARCH METHODS

The series of studies began with a quantitative evaluation of the level of usability Alfagift app using
System Usability Scale (SUS). Furthermore, the findings of this stage are deepened through a qualitative
approach to understand user needs and formulate solutions redesign by stages Design Thinking. The
combination of these two approaches forms the mixed method used in this study. The use of SUS allows
researchers to obtain data based on direct user experience resulting in an objective picture of the level
of usability of the application [13].
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2.1 Problem Identification

The research process began through problem identification activities based on the results of
application feature analysis and user reviews on the App Store.
2.2 Literature Studies

The preparation of the theoretical foundation begins with a search of journals, books, and previous
research that are related to the research topic. The results of the study are used as a reference in
understanding the concept usability, application System Usability Scale (SUS), as well as the Design
Thinking as a solution development approach.

2. 3 Initial Data Collection

Initial data collection was carried out through the distribution of questionnaires System Usability
Scale (SUS) Google Form based to obtain information about the level usability Alfagift application.In
addition, researchers also carried out the empathize by collecting and analyzing user reviews and
comments on the App Store. Data Review and application ratings are used as supporting data to
strengthen the results obtained from the questionnaire distribution. The selection of respondents was
carried out using inclusion criteria to ensure the suitability of characteristics with the needs of the
research, namely:

1. Be between 18 and 34 years old.

2. Have been using the Alfagift application for at least 1 month.

At this stage, data was obtained in the form of SUS scores, respondents' responses regarding the
application user experience, and various complaints and user inputs that became the basis for identifying
usability problems in the Alfagift application.

2.4 SUS Score Evaluation

This stage is done to calculate and evaluate the score System Usability Scale (SUS) to find out the
usability level of the Alfagift application. If the SUS score > 68, the application is considered to have
good usability so that the research can be completed. However, if the SUS score < 68, the study proceeds
to the redesign Using the Design Thinking. A value of 68 is used as the standard usability limit, where
the Score YOUR SUS that exceeds 68 indicates that the system has a usability which is good, while a
score below 68 indicates that the system still needs improvement. [14].

2.5 Design Thinking Method

If the evaluation results show that the SUS score is below 68, the research will be continued using

the Design Thinking method. In this study, Design Thinking chosen as an approach to develop solutions
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based on user needs. This approach puts the user as the main focus during the design process so that the
resulting solution is more suited to the problem at hand. Process Design Thinking carried out through
five stages, namely empathize, define, ideate, prototype, dan test[15].
2.5.1. Empathize

Stages empathize aims to understand the experience, needs, and problems faced by users.
Information is collected through an online questionnaire as well as an analysis of Alfagift app reviews
and ratings on the App Store. The results of this stage are used as a basis for identifying problems to be
solved in the next stage [16].
2.5.2. Define

define carried out by analyzing the data obtained at the empathize to identify and formulate the
main problems experienced by Alfagift application users. At this stage, the information that has been
collected is filtered and grouped according to its level of importance so that the priority of the problem
that needs to be fixed is obtained. The result of this stage is in the form of a problem formulation that
becomes the basis for the development of solutions at the next stage [17].
2.5.3. Ideate
At the stage ideate, the process is focused on developing solution ideas to overcome the problems that
have been formulated at the stage define. At this stage, the researcher develops various improvement
ideas that will be used as the basis for prototyping [18].
2.5.4. Prototype

prototype This is done by designing the application interface using Figma based on a predefined
solution. The result of this stage is a prototype that is ready to be tested by the user [19].
2.5.5. Testing

Stages testing This was done by testing the prototype to the respondents using an online
questionnaire. At this stage, users provide assessments and input on the prototype that has been made.
The test results are used to evaluate and ensure the resulting design meets the needs of the user [20].
2. 6 Usability Evaluation After Redesign

At this stage, the prototype results redesign was retested using a SUS questionnaire to measure the
increase in usability. If the SUS score > 68, then redesign declared successful. However, if the SUS
score < 68, the process Design Thinking can be repeated to refine the design.

3. RESULTS AND DISCUSSION

3. 1Data Collection

Initial testing was carried out to measure the level of usability of the Alfagift application before
the redesign process was carried out. The measurement used the System Usability Scale (SUS) method
by involving 60 respondents who met the research criteria.

Table 1 Respondent data before the redesign

Resp Total Score SUS score ( Total score x 2.5)
1 31 71,5
2 39 97,5
3 28 70
4 23 57,5
5 25 62,5
6 32 80
7 25 62,5
8 35 87,5
9 30 75
10 30 75
11 16 40
12 34 85
13 34 85
14 18 45
15 37 92,5
16 22 55
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Resp Total Score SUS score ( Total score x 2.5)
17 7 17,5
18 8 20
19 3 7,5
20 11 27,5
21 26 65
22 30 75
23 6 15
24 9 22,5
25 5 12,5
26 6 15
27 6 15
28 10 25
29 5 12,5
30 4 10
31 23 57,5
32 6 15
33 35 87,5
34 35 87,5
35 27 67,5
36 32 80
37 4 10
38 22 55
39 3 7,5
40 8 20
41 34 85
42 7 17,5
43 7 17,5
44 2 5
45 7 17,5
46 4 10
47 19 47,5
48 21 52,5
49 29 72,5
50 24 60
51 37 92,5
52 31 71,5
53 6 15
54 6 15
55 4 10
56 34 85
57 28 70
58 21 52,5
59 29 72,5
60 33 82,5

Total 2932.5
— Yx
X = 7 (1)
= 2520 48,875
= 760 ’

The average SUS score obtained was 48.875, which is below the usability standard of 68. These
results show that the Alfagift application still needs improvements in terms of usability.
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3.2Design Thinking Method
3.2.1 Empathize
Stages empathize used to explore the user experience of the Alfagift application so that the needs
and problems faced can be identified in more depth. The process is carried out through online listening
by analyzing user reviews, in-depth interview, as well as the distribution of the SUS questionnaire to 60
respondents aged 1834 years who have used the application at least in the last three months. The results
of this stage show several main obstacles, such as mismatches in delivery estimates, limited store
selection, lack of information on the tracking feature, and a less intuitive interface.
3.2.2 Define
Based on the results of the analysis, several main problems were found in the Alfagift application,
namely inconsistencies in delivery estimates, lack of user control in store selection, tracking that is less
informative, as well as the order history that is not well structured. In addition, the application interface
is also considered less intuitive. Overall, the problem is related to usability, lack of system transparency,
and low user control that impacts user experience and satisfaction.
3.2.3 Ideate
At the stage ideate, the researcher formulated a solution based on the results of the previous stage
to improve the user experience, especially on the fracking, store selection, and order history. The
resulting solutions include the development of tracking more informative and real-time, the addition of
a manual store selection feature, as well as a redesign of the order history display with a separation
between pending and completed orders. These ideas are then prioritized and used as the basis for
designing prototypes in the next stage.
3.2.4 Prototype
After the alternative solution is determined, the preparation is carried out prototype as an early
representation of the Alfagift app interface design. Profotype It describes navigation patterns, interaction
flows, and presentation of features based on user needs, so that they can be used to obtain feedback
before implementation is carried out. The design process is carried out through two stages, namely low-
fidelity prototype and high-fidelity prototype.
1. Low-Fidelity Prototype
Low-fidelity prototypes are wireframes that focus on user flow, navigation structure, and element
placement without visual detail.
a. Homepage

Image 2. Homepage
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b. Nearby Store Selection
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Image 3 Selection of nearby stores

c. Order Tracking
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Image 4 Order tracking

d. Booking History

Image 5 Booking history

1. High-fidelity prototype

The high-fidelity prototype stage is focused on refining the interface design through the
application of more complete visual elements, including colors, icons, and typography, so that the
design has a realistic look and is closer to the final product.
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a. Homepage

-

Image 6 Homepage before and after redesign

b. Nearby Store Selection

c. Order Tracking
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Image 8 Tracking Order after Redesign
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d. Booking History

Image 9 Before and after order history Redesign

3.2.5 Testing
The evaluation of the results of the Alfagift application redesign was carried out at the testing stage

° a using the System Usability Scale (SUS) instrument. The data collection process was carried out through

the distribution of questionnaires to 60 respondents who met the same research criteria as the previous
test, but only 30 respondents refilled the questionnaire until the data collection deadline. Therefore, the
analysis was conducted based on 30 respondents who participated in the retest.

Table 2 Respondent data after Redesign

Resp Total Score SUS score ( Total score x 2.5)
1 36 90
2 30 75
3 32 80
4 32 80
5 30 75
6 21 52,5
7 20 50
8 34 85
9 31 71,5
10 33 82,5
11 33 82,5
12 36 90
13 36 90
14 33 82,5
15 33 82,5
16 24 60
17 20 50
18 21 52,5
19 20 50
20 33 82,5
21 36 90
22 30 75
23 20 50
24 29 72,5
25 40 100
26 39 97,5
27 30 75
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Resp Total Score SUS score ( Total score x 2.5)
28 21 52,5
29 39 97,5
30 30 75
TOTAL 2255,00
_ Xz
xX=—
_2255,00
x = 30 = 75,16666667

The test results showed an increase in the SUS score from 48.875 to 75.1667 in the Good category.
This shows that the redesign has succeeded in improving the usability of the Alfagift application,
especially in terms of ease of use, feature effectiveness, and user convenience.
3.3SUS Comparative Evaluation Results

The increase in SUS score shows that the improvement in interface design has a positive impact on
the usability of the Alfagift application. The SUS score increased by 26.29 points compared to the initial
condition, indicating an improvement in the aspects of ease of use, efficiency, and clarity of navigation.

Comparison of SUS Average Scores

m o (¢5] 04 s Qb a7 Q8 o Qo

«=@==DEFORE e=@u=AFTER

Image 10 Comparison chart of evaluation results

Based on the average SUS score comparison chart, there was an increase in odd questions and a
decrease in even questions. This shows that the system after the redesign is considered easier to use,
more consistent, and more convenient by users.

Which design do you prefer?
30jawaban

Image 11 User Preferences for Alfagift App Design

In addition, the results of the user preference evaluation showed that 73.3% of respondents chose
the new design, while 13.3% chose the old design and both, respectively. The new design is considered
more modern, has clearer navigation, more informative tracking features, and a more structured order
history.

However, some users still choose the old design due to habituation and familiarity with familiar
navigation flows. Based on the results of the evaluation, it can be concluded that the redesign process
provides an improvement in the usability and quality of user experience on the Alfagift application.

4. CONCLUSION

The results of the System Usability Scale (SUS) measurement on the Alfagift application before
the redesign obtained an average score of 48,875 which indicates a poor category. The results of the
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analysis showed that users experienced problems with order status information, store selection, as well
as unclear tracking features and order history.

The application of Design Thinking results in a redesign of the main features according to the needs

of the user. The results of the SUS evaluation after the redesign increased to 75.17 in the good category,
which shows an increase in usability and user experience.
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