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Abstract: As we know, currently the use of mobile e-commerce is becoming a trend as an opening
for entrepreneurs. As a supporter of creative entrepreneurship, it is necessary to develop a user
interface and user experience. To create a quality mobile application, one of the steps that can be
taken is to carry out a usability testing. This study aims to measure and provide recommendation
for improvements in e-commerce based on the Shopee mobile application based on the results of
the usability evaluation which is reviewed by Shopee users, effectiveness, efficiency and satisfac-
tion. After conducting usability testing on e-commerce based on Shopee’s mobile apps with the
cognitive walkthrough method and the System Usability Scale (SUS), the results of the research on
aspects of effectiveness are 93%, the level of speed efficiency every second is 0,08 and 72% satisfac-
tion. To increase the usability level of e-commerce based apps, this study designed a recommenda-
tion on the Shopee e-commerce application that changes the layout of the pages and menus, and the
others is simplifies the display.
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Introduction

The growth of information technology
causes changes in globalization, starting from
one’s perspective and even its use in everyday
life which is practical, fast and sophisticated
due to the merger between digital technology
and the internet. In a business, it’s necessary to
always develop in terms o skills and responsi-
bilities. Not a few entrepreneurs are competing
to create products that look more unique to
potential buyers. Due to technological develop-
ments, there are many ways that can be easily
to market a product.

E-commerce is a combination of buying,
selling in which marketing transactions occur

between goods and services using modern elec-
tronic systems (Wong, 2010). E-commerce is a
way of shopping online that uses the internet so
that it can be connected and accessed anytime
anywhere. The workings of the e-commerce
system seeks to present detailed information to
introduce a product so that users are sure of
the product they want to buy. This e-commerce
application is also strongly supported by a com-
plex interface design feature. The application
that users are interested in is the ease of use
(user friendly) so that the user experience be-
comes more secure. Mobile apps are said to
need an evaluation if the usability level is bad
because it will affect the ease of use (Wedayanti
et al., 2019).
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Shopee is a marketplace that is widely
used by the public. This marketplace provides a
search feature to make it easier for users who
want to search for goods and services, filters so
that the information needed can be detailed
about the seller’s location to the desired price,
and category features that can be used as a
shopping catalogue and much more. In the
research conducted by iPrice 2020, Shopee leads
as the number one largest online store site in
Indonesia.

In accordance with the explanation above,
the background of the author makes it a prob-
lem in the research. The reason for considering
the use of this problem is because the re-
searcher intends to share and present the re-
sults of usability values on the Shopee applica-
tion. The results of these values can be used as
criteria and parameters for the level of satisfac-
tion, convenience and provide changes to the

application from its users. The changes that
may be given in this research can be used as
input and development material as well as con-
siderations so that the Shopee application can
develop better, especially in terms of usability
as an online-based buying and selling applica-
tion.

The purpose of this study is to measure
usability testing on e-commerce based on
Shopee’s mobile apps using the cognitive
walkthrough method and provide recommenda-
tions resulting from the results of the usability
evaluation.

Method

This research will focus on usability test-
ing using Cognitive Walkthrough, distributing
SUS questionnaires, and interviews. The re-
search procedure can be seen in Figure 1.

Figure 1 The Research Procedure
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Method of Collecting Data

1. The task scenario
In this test, it will begin by designing task
scenario that must be completed by the re-
spondent.

2. Interview
After the respondent works on the task sce-
nario that has been made by the evaluator,

Research Variables

The variables in this study include three
aspects of usability testing, namely the aspects
of effectiveness, efficiency and satisfaction. The
respondent is someone chosen by the researcher
as the research subject. In this research, using
five respondents as a research subjects.

Table 1 The Task Scenario

No. The Task Scenario No. The Task Scenario 
1 Before you transact on the Shopee 

application, sign up or login first. 
14 View products you've previously saved. 

2 After the sign up or login process is 
successful, fill in the address according 
to your location that will be used in 
shipping. 

15 You intend to find several products that 
you want to buy from one seller or 
seller. Find out what other featured 
products they have available. 

3 You are planning to find a product. 
Visit the Shopee app and see the 
product you want. 

16 Checkout different products in one 
seller or store. 

4 You want to search for products on 
Shopee. Find any resellers or sellers 
closest to your location. 

17 Buy the product and choose the return 
address you want. 

5 Find out how to make it easier to 
search for products according to your 
preferred payment method. 

18 Before you successfully place an order 
for a product, make sure you have 
chosen the expedition that suits your 
wishes. 

6 Find your desired product by category. 19 Make sure the payment for the product 
you are going to checkout is in 
accordance with your choice. 

7 Look for the product you want for less 
than Rp. 200,000. 

20 Use the Shopee voucher that you have 
before you will checkout your order *if 
any. 

8 Find the type of seller that suits your 
needs to find the product you want to 
buy. 

21 Redeem the Shopee coins you have 
before the checkout process of your 
product order. 

9 Find products based on ratings of your 
choice. 

22 Make an order for the product you have 
found according to the location, 
delivery and payment method you want. 

10 Find your desired product based on the 
delivery you want. 

23 See if your order has been packaged by 
the seller. 

11 Do a product search based on 
promotional programs. 

24 Find out your order has been shipped 
by the seller or the seller of the product 
you ordered. 

12 After you choose a product you want to 
buy, make sure that the product is 
available. 

25 Complete orders that have arrived at 
the destination address. 

13 Find ways to tag and save the products 
you want. 

26 Submit an assessment of the product. 
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the respondent will be asked to answer ques-
tions through an interview session. The ques-
tions that the evaluator will give to the
respondents during the interview process are:
a. Is there a display of feature that annoys

you during the process?
b. In your opinion, what difficulties did find?
c. Did the respondent find the control eas-

ily?
3. System usability scale questionnaire

The questionnaire contains 10 statements
with five answer options using a Likert scale,
namely (1) strongly disagree, (2) disagree,
(3) doubtful, (4) agree, and (5) strongly agree.
The following is the description of system
usability scale questionnaire in Table 2.

4. Usability testing
Usability testing is used to look for usability
problems that exist in e-commerce, measur-
ing the extent to which the level of ease of
users in completing tasks on the use of e-
commerce, the extent to which the level of
speed required by users to find the informa-
tion needed in e-commerce, and the extent
to which the level of user error.

Results

To determine the respondents’ criteria in
this study, the main target was used, namely
users who had used Shopee. Then the criteria
will be taken as research samples using purpo-
sive sampling technique where the sample will

No. Pernyataan No. Pernyataan 
1 I feel like using the Shopee app often. 6 In my opinion, there are no incon-

sistencies in the Shopee application. 
2 I feel the Shopee application is not 

complicated to use. 
7 I feel that generally people will learn to 

use the Shopee app quickly. 
3 In my opinion, the Shopee application 

is easy to use. 
8 In my opinion, the Shopee application 

is easy to use. 
4 In my opinion, I will not need support 

from a technical person to be able to 
use this Shopee application. 

9 I feel confident using the Shopee app. 

5 I find that the various functions in the 
Shopee application are well integrated. 

10 I can quickly understand how to use 
the Shopee app. 

Table 2 System Usability Scale Questionnaire

Task %Success Task %Success Task %Success Task %Success 
1 100% 9 80% 17 100% 25 100% 
2 100% 10 100% 18 100% 26 100% 
3 100% 11 100% 19 100% 
4 80% 12 40% 20 100% 
5 100% 13 60% 21 100% 
6 100% 14 60% 22 100% 
7 80% 15 100% 23 100% 
8 100% 16 80% 24 100% 

Amount of Time to Complete Scenario Tasks

Table 3 User Success Data
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dents by making mistakes. Errors can be in the
form of slips, unintentional actions, errors or
omissions when the user tries to complete a
given task scenario (Misfud, 2015). The results
obtained from the measurement of % success is
93%. A system’s effectiveness is said to be
effective if its % success in completing task
scenarios is 78% or more and is not below 49%
in accordance with ISO/IEC 9126-4 (Wardani
et al., 2019). The results obtained are 93%
which states that respondents have a very high
level of understanding of Shopee e-commerce
or in other words it is not difficult.

To complete the task scenario will require
a time calculation where the amount of time
represents the amount of time it takes the
respondent to complete the task (Raharjo et al.,
2016). The fastest amount of time to complete
the task scenario is 413 seconds and the longest
time is 1264 seconds. It is concluded that the
average amount of time to complete the task
scenario of the respondents is 861 seconds. The
result of time based efficiency calculation is
0.08 goals/second. Then the respondent can

be determined from direct sampling by consid-
ering the main target criteria.

Task Scenario Completion Rate

This measurement will be carried out based
on how many percentage of the task scenarios
the respondent has successfully completed with-
out experiencing errors in the stages.

To complete the task scenario will require
a time calculation where the amount of time
represents the amount of time it takes the
respondent to complete the task.

User Satisfaction

SUS is a method used to assess a product
by measuring the level of usability. The level of
satisfaction can be measured by filling out the
system usability scale (SUS) questionnaire.

Discussion

The usability test results show that there
are scenarios of tasks completed by respon-

Responden Time (sec) 
1 1130 
2 1006 
3 413 
4 1264 
5 492 

Mean 861 

Table 4 Amount of Time

Responden SUS 
1 57,5 
2 87,5 
3 62,5 
4 70 
5 82,5 

Mean 72 

Table 5 User Satisfaction Result
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complete the task scenario as much as 8% in
every second. These results can be useful to see
the speed level to find the information needed
for the user (Farouqi et al., 2018).

SUS is a method used to assess a product
by measuring the level of usability. The level of
satisfaction can be measured by filling out the
System Usability Scale (SUS) questionnaire
(Wardani et al., 2019). This data is generated
from the distribution of the SUS questionnaire
to five respondents as a form of measuring user
satisfaction on the Shopee e-commerce applica-
tion. The results obtained from the calculation
of the average SUS of 72. Then the results are
represented in the appropriate category accord-
ing to Jeff Sauro. The percentage generated
from the SUS score of 72 falls into the category
C grade scale with adjective ratings “good”
while the acceptability ranges fall into the “ac-
ceptable” category.

A total of five problems that arise in this
study on the Shopee e-commerce application
are related to what has been experienced di-
rectly and the results of interviews by respon-
dents. The first usability problem (MA1) is that
respondents are confused about finding prod-
ucts based on ratings so they scroll (scroll the
screen) repeatedly and search manually. The
second usability problem (MA2) is that respon-
dents are confused when making sure the se-
lected product is available. The third usability
problem (MA3) is the slow loading time of the

Shopee application. The fourth usability prob-
lem (MA4) is that respondents feel the Shopee
application is heavier and transfer transactions
using Shopee are too complicated. The fifth
usability problem (MA5) is that respondents
feel that the pop up ads displayed when opening
the Shopee application are too annoying.

The Shopee e-commerce application has
an effectiveness value of 93% which is included
in the effective category and the efficiency re-
sults obtained with a value of 0.08 goals/second
still need improvement based on respondents’
input obtained from usability testing techniques
using cognitive walkthroughs and interviews.
Some of the obstacles are that respondents do
not really understand the contents of the “fil-
ter” feature which results in some respondents
having to search manually and the Shopee ap-
plication which is too heavy. The recommenda-
tions given are in the form of improving the
layout of the Shopee application and simplifying
the display.

In this study, usability testing has a rela-
tionship with the value of entrepreneurship in
the aspect of creation where if we as system
analysts can develop User Interface (UI) and
User Experience (UX) on their Mobile applica-
tion so that users who use it can easily under-
stand when using this application and perform
transactions, so that it can attract other users’
interest in using this e-commerce application
later.
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