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ABSTRACT

The MyTelkomsel application is one of Indonesia's most popular cellular provider applications.
Telkomsel established it to provide convenience for customers in managing their telecommunications
services. As the MyTelkomsel application runs, few users complain about the shortcomings of the
MyTelkomsel application features, which are considered less than optimal, such as a very long
application response, an unsatisfactory Ul display, and so on. Therefore, the author researched usability
calculations on the MyTelkomsel application through the USE Questionnaire approach with the main
focus on the five usability measurement criteria: Learnability, Efficiency, memorability, errors, and
Satisfaction. This study used SPSS and Google Spreadsheets to analyze these variables, with 35
respondents. The results showed that the five criteria used in measuring Usability obtained results with
a feasibility level for the Learnability aspect of 83.71%, Efficiency of 81.71%, and Satisfaction of 81.28%
with a very feasible category. Memorability aspects amounted to 77.14%, and Errors amounted to 72%,
with a decent category. The overall usability analysis results obtained a percentage value of 79.17% with
a decent category.
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Introduction

Measurement is collecting data through empirical observation to gather information relevant to a
predetermined goal [1]. In the context of Usability, measurement is an important step in evaluating the system's overall
quality. This measurement process covers various aspects, from Usability and performance to user satisfaction. Not
just collecting data, measurement also involves analyzing areas that need fixing or improving Usability.

Usability relates to how users can learn and utilize a product to achieve their goals and how satisfied they
are with it. Usability is characterized through 5 quality components: Learnability, Efficiency, Memorability, Error,
and Satisfaction [2]. Various methods can be used to measure Usability, including the USE Questionnaire.

USE Questionnaire is an evaluation tool used to measure the Usability of a product or system [3], including
mobile applications, using questions that will be made in the form of a questionnaire. The USE Questionnaire
provides a detailed structure for evaluating the overall user experience by focusing on five aspects of usability quality.
First, Learnability measures the ease with which users can learn the system. Efficiency measures how rapidly and
effictively users can total errands tasks with the product. Memorability refers to how quickly customers can remember
how to utilize a product after extended use. Errors measure how often and how severe the mistakes made by users are
when using the product. Finally, Satisfaction measures user satisfaction with the overall user experience of the
product [2]. By collecting user data through a questionnaire compiled based on the USE Questionnaire framework,
this research will explore the user experience of the MyTelkomsel application.

MyTelkomsel is the official mobile application of Telkomsel, a telecommunications operator in Indonesia.
MyTelkomsel is here to provide convenience for customers in managing their telecommunication services. The
MyTelkomsel application can be downloaded for free from Google Play and the App Store. Currently (3/6/2024),
the rating of MyTelkomsel App on Google Play Store is 4.0 out of 5 and has been reviewed by 10.3 million users.
User reviews on the Google Play platform highlighted some shortcomings regarding the user experience of using the
MyTelkomsel app. Some users commented that the app's response time was very long and found it difficult to
purchase internet packages.
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Referring to previous research conducted by Pramono, Zahra, and Rokhmawati in 2019 [4], it is
well understood that usability measurement is a key part of the creation and evaluation of mobile applications,
partucalarly the MyTelkomsel application. They used the System Usability Scale (SUS) as a usability measurement
method, focusing on the ease with which users can operate the MyTelkomsel application system. However, in this
study, there is a novelty in the approach taken by researchers in evaluating the Usability of the MyTelkomsel
application. Researchers used the USE Questionnaire method, allowing for a more comprehensive evaluation of the
five usability criteria: Learnability, Efficiency, memorability, errors, and Satisfaction.

Based on this background, the research problem raised is how the usability evaluation of the MyTelkomsel
application can be carried out using the USE Questionnaire method and how far this application can meet the
expectations and needs of its users.

This study aims to gain a deeper understanding of how users experience and interact with the MyTelkomsel
application, as well as the extent to which this application can meet their needs and expectations. It can also help to
identify the weaknesses and strengths of the MyTelkomsel application.

Research Methods

Questionnaire

At this stage, the researcher gave the questionnaire to the respondents using Google Forms and
distributed it online. The questionnaire contains fifteen statements. Each statement will be accompanied
by answer options using a Likert scale ranging from 1 (one) to 5 (five).

Research Sample

The criteria for respondents to fill out this questionnaire are groups or groups of individuals who
use the MyTelkomsel application. The number of respondents involved in this study was 35 (thirty-five),
consisting of workers, students, and college students.

Collection Method

The primary data collection method was distributing questionnaires through WhatsApp groups
to obtain data. The scale of likert is used to measure a person’s attitudes, views, and perceptions of social
issues (Bahrun et al. 2017). The left end describes the negative answer, and the right end represents the
positive answer. Data regarding the dimensions of the variables investigated in this study were supplied to
respondents on a scale of 1 (one) to 5 (five) resulting in ordinal data and ga score.

Table 1. Value Table
STS TS CS S SS

Value 1 2 3 4 5

Description:
STS = Strongly Disagree S = Agree
TS = Disagree SS = Totally Agree CS

= Moderately Agree

Research Methods

The first stage is to identify the problem, followed by a literature review on usability testing and
the item under consideration, specifically the MyTelkomsel application. Figure 1 shows the research
approach clearly.
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Usability Testing

The initial step in usability testing is to give a number of questionnaires that have been prepared
previously to the respondents containing 15 (fifteen) statements that already represent the five aspects of
Usability, namely Learnability, Efficiency, Memorability, Errors, and Satisfaction. Table 2 below shows
the form of the questionnaire statement.

Table 2 Questionnaire Statements

No Statements Usability Aspect
Learn Efficient Memory Error  Satifac

1. Irarely experience technical
errors or glitches when using
MyTelkomsel App.

2. | feel that the system in
MyTelkomsel App is
stable and reliable in
my daily use.

3. [l easily understand the
features in
MyTelkomsel App.

4.  The features in the
MyTelkomsel app work
well and as expected.

5. | found that the
MyTelkomsel app
has an organized and
easy-to-
understand layout
(design).
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6. | feel that the
information presented
in the MyTelkomsel
application is easy to

understand and
useful for me.

7. Ifind it easy tofind
help or guidance if |
experience difficulties

when using the
MyTelkomsel app.

8. | feel comfortable using the
features in the
MyTelkomsel app.

9. I feel confidentand
easy to use the

MyTelkomsel app
without help from others.

10. 1 can remember the
appearance and
functions in
MyTelkomsel App,
even though | haven't

used it for a
long time.

11. | feel satisfied with my
interaction with the
various interface
elements in the
MyTelkomsel app

(buttons,
menus, etc.).

12.  Ifeel that | can easily
find the menus and
features | need in the
MyTelkomsel
app.

13.  MyTelkomsel App
responds quickly to any

actionor
command | give.

14. | feel that the design of
the MyTelkomsel
application is easy to

understand and can
be understood
immediately.

15. | can make
payment
transactions on
MyTelkomsel App easily.

Questionnaire Validity Test

The validity test was performed to confirm that the questionnaire used to measure the study
variables was of high quality and reliable in measuring the desired variables or constructs. The
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questionnaire is said to be valid if it can represent or measure what is to be measured.

The validity test to be measured is the Pearson bivariate correlation, and the r table has a 5%
significance. The validity test will use 35 respondent, resulting in a r table value of 0.3338. If the r count
exceeds the r table value, the mearusing instrument is considered legitimate; alternatively, if the r count is
less than the r table value, the measuring instrument is concidered invalid. Table 3 shows the results of
the questionnaire validity test.

Table 3. Questionnaire Validity Test Results

Question  Result  Description

No. of R

count
1 0.605 valid
2 0.803 valid
3 0.754 valid
4 0.774 valid
5 0.812 valid
6 0.843 valid
7 0.826 valid
8 0.894 valid
9 0.692 valid
10 0.710 valid
11 0.800 valid
12 0.831 valid
13 0.754 valid
14 0.885 valid
15 0.617 valid

According to Table 3, the outcomes of the questionnaire assessment indicate that all 15 assertions on the
questionnaire are declared valid.

Questionnaire Reliability Test

The reliability test determines whether the measuring instrument's consistency is dependable and
remains constant even after repeated measurements. In addition, a reliability calculation is performed to
determine whether the responses provided by respondents may be used for further processing. The
category for determining high and low dependability is as follows: if the alpha value is greater than 0.90,
the reliability is flawless. If alpha is between 0.70 and 0.90, it indicates strong reliability. If alpha is 0.50
- 0.70, the dependability is modest. If alpha is less than 0.50, it indicates low reliability. This indicates
that one or more items may be unreliable.

Table 4 shows the results of Croanbach’s Alpha coefficient calculations using SPSS.

Table 4 Reliability Test Results

Croanbach’s N of Items
Alpha
951 15

Reliability testing was carried out using all answers from 15 valid statements and resulted in an
alpha value of 0.951, which can also be interpreted when viewed from the level of reliability; the value
of 0.951 is in the alpha range> 0.90 and can be interpreted that the reliability of the questionnaire is at a
perfect level. Thus, it can be concluded that the components and answers are reliable for data processing
because they meet the criteria.

129



SITEKIN: Jurnal Sains, Teknologi dan Industri, VVol. 22, No. 1, December 2024, pp.125 - 131
ISSN 2407-0939 print/ISSN 2721-2041 online

Usability Testing Analysis
The data obtained from the questionnaire was analyzed using descriptive percentage techniques.
The calculation of the usability level using the USE Questionnaire uses the following equation:

Pk(100%) = SX¥*9  x 1009 =

sxyxha

usability measurement score

X 100%

maximum usability score

Description:
Pk(%) : Usability rate in percent s
: Scale score
y : Total number of questions
d : Total number of respondents ha

: Maximum amount

With system feasibility standards as listed in Table 5 below:

Table 5 System Feasibility Standards

Number(%) Classification
<21 Highly Inappropriate
21-40 Not Feasible
41-60 Simply
61-80 Worth
81-100 Very Feasible

Usability is measured by measuring the percentage of answers from all respondents. The usability
evaluation focuses on five factors: Learnability, Efficiency, Memorability, Errors, and Satisfaction. Table
6 displays the findings of testing the five aspects of usability.

Table 6 Measurement Results of Usability Aspects

No Usability Max Respondent (%)
Aspect Score Score

1 Learnability 700 586 83.71
2 Efficiency 586 429 81.71
3 Memorability 83.71 405 77.14
4 Errors 525 126 72
o  Satistaction 429 569 81.28
Total 2625 2115 79.17

Based on the results of data analysis obtained from Table 6, the overall percentage of the five

aspects of
Usability, namely Learnability, Efficiency, Memorability, Errors, and Satisfaction, is 83.71%, 81.71%,

77.14%, 72%, 81.28%, and with an overall percentage of 79.17%.

Judging from the measurement results listed in Table 6, when compared with the system feasibility
standards listed in Table 5, the MyTelkomsel application has very feasible aspects of Learnability,
Efficiency, and Satisfaction. Meanwhile, the Memorability and Error aspects of the MyTelkomsel

application get decent criteria.

Conclusion
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The measurement results show the overall level of the five aspects of Usability, namely
Learnability, Efficiency, memory, errors, and Satisfaction. From the data obtained, it is concluded that
the MyTelkomsel application has a fairly good performance in the learnability aspect, with a percentage
of 83.71%, which indicates the level of ease users have in learning the application. In addition, Efficiency
also shows satisfactory results, with a percentage of 81.71%, indicating that users can complete tasks
efficiently when using the application. However, in the Memorability and Errors aspects, the app still
requires improvement as the percentages are 77.14% and 72%, respectively, indicating that the user's
ability to remember how to use the app and the error rate that occurs can still be improved. However, the
Satisfaction aspect shows good results, with a percentage of 81.28%, indicating that users tend to be
satisfied with the app usage experience.

As a suggestion, the MyTelkomsel application development company can focus on improving
the Memorability and Error aspects by conducting an in-depth evaluation of frequent error patterns in
features or guides that make it easier for users to remember how to use the application.

References
A. R. Wulan, “PENGERTIAN DAN ESENSI KONSEP EVALUASI, ASESMEN, TES, DAN
PENGUKURAN,” Bandung: FPMIPA Universitas Pendidikan Indonesia, 2017.
D. R Rahadi, “Pengukuran Usability Sistem Menggunakan Use Questionnaire Pada Aplikasi Android,” J. Sist.
Inf., vol. 6, no. 1, pp. 661-671, 2014, [Online]. Available: http://ejournal.unsri.ac.id/index.php/jsi/index

A. Ningtiyas, S. N. Faizah, and M. Mustikasari, ‘“Pengukuran Usability Sistem Menggunakan USE
Questionnaire pada Aplikasi OVO Pendahuluan,” vol. 20, pp. 101-107, 2021.

W. A. Pramono, H. M. Az-Zahra, and R. I. Rokhmawati, “Evaluasi Usability Pada Aplikasi MyTelkomsel
Dengan Menggunakan Metode Usability Testing,” J. Pengemb. Teknol. Inf. dan llmu Komput., vol. 3, no. 3,
pp. 2235-2242, 20109.

A. Anhar, W. Suharso, and V. Rahmayanti, “Analisis Usability Aplikasi Mobile MyUMM Student Dengan
Menggunakan Metode USE Questionnaire,” J. Repos., vol. 5, no. 2, pp. 689-698, 2023, doi:
10.22219/repositor.v5i2.1405.

L. Novitasari, N. Hasanah, and H. Sibyan, “Analisis Usability Pada Aplikasi Epkh Menggunakan Use
Quesionnaire,” J. Econ. Bus. Eng., vol. 3, no. 1, pp. 143-153, 2021, doi: 10.32500/jebe.v3i1.2152.

E. S. Rahman and D. Vitalocca, “Analisis Usabilitas Menggunakan USE Questionnaire Pada Sistem Informasi
SMK Negeri 3 Makassar,” J. Mekom, vol. 5, no. 1, pp. 16-22, 2018.

E. M. Sipayung and W. S. Susilo, “Analisis Usability Portal Akademik Berbasis Web Menggunakan USE
Questionnaire,” J. Telemat., vol. 16(2), no. 2, pp. 91-95, 2021.

B. O. Lubis, A. Salim, and J. Jefi, “Evaluasi Usability Sistem Aplikasi Mobile JKN Menggunakan Use
Questionnaire,” J. SAINTEKOM, vol. 10, no. 1, p. 65, 2020, doi: 10.33020/saintekom.v10i1.131.

E. O. Nurazizah, Ermatita, and R. Astriratma, “Analisis pengukuran usability menggunakan metode Use
Questionnaire pada aplikasi Shopee Indonesia,” Semin. Nas. Mhs. llmu Komput. dan Apl., vol. 2, no. 2, pp.
688-697, 2021, [Online]. Available:
https://conference.upnvj.ac.id/index.php/senamika/article/view/1629%0Ahttps://conference.upnvj.ac
.id/index.php/senamika/article/download/1629/1391

A. M. N. Theovanus, A. Yunus, and A. Muawwal, “Analisis Usability Pada Aplikasi Flavour Fog
Menggunakan Use Questionnaire,” KHARISMA Tech, vol. 18, no. 1, pp. 139-150, 2023, doi:
10.55645/kharismatech.v18i1.327.

M. P. Maulana et al., “Analisa Kepuasan Pengguna Terhadap Aplikasi My Telkomsel Dengan Menerapkan
Metode TAM ( Technology Acceptance Model ),” vol. 12, no. 02, pp. 52-64, 2023.

A.NFH, S. Syahrul, and S. S. Dewi, “Analisis Usability Menggunakan Model Use Questionnaire Pada Sistem
Informasi Persuratan Akademik Fakultas Teknik UNM,” J. Media Elektr., vol. 19, no. 1, p. 1, 2021, doi:
10.26858/metrik.v19i1.25596.

P. Deepublish, “Buku Referensi Mengukur Usability Perangkat Lunak ,” no. 1596, 2021.

K. Aelani and Falahah, “Pengukuran Usability Sistem Menggunakan Use Questionnaire,” Semin. Nas. Apl.
Teknol. Inf. 2012 (SNATI 2012), vol. 2012, no. Snati, pp. 15-16, 2012.

131


http://ejournal.unsri.ac.id/index.php/jsi/index

