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Workforce	social	security	application	services	known	as	JMO	are	owned	by	
the	 Indonesian	 government	 and	 held	 by	 the	 Social	 Security	 Administering	
Body	on	Employment.	Initially,	the	application	only	provided	social	security	
programs,	membership,	 and	 benefits	 information.	 In	 September	 2021,	 the	
application	was	transformed	by	including	transactions	for	claim	redemption.	
User	 reviews	 of	 the	 application	 gave	 ratings	 of	 1.5	 and	 4.4,	 respectively	
meanwhile	complaints	and	requests	for	information	in	2022	were	the	second	
highest,	accounting	for	65%	and	5%,	respectively.	Through	analysis	of	user	
reviews	and	complaints,	it	has	been	determined	that	users	encounter	multiple	
constraints	when	utilizing	applications	concerning	accessibility,	information,	
authentication,	 procedures,	 and	 comprehension	 of	 usage.	 The	 research	
method	 involves	 a	 quantitative	 approach	 using	 a	 user	 experience	
questionnaire	and	usability	testing	methods	through	task	scenarios.	Followed	
by	a	qualitative	approach	using	a	post-test	interview	to	conduct	a	deep	dive	
into	 user	 problems	 and	 expectations.	 This	 study	 aims	 to	 evaluate	 the	
application's	 usability	 and	 provide	 recommendations	 for	 improvement.	
Based	 on	 the	 analysis	 from	 UEQ,	 the	 application	 gets	 an	 average	 value	
positive,	and	the	benchmark	result	is	above	average.	In	contrast,	the	novelty	
gets	 neutral,	 and	 the	 benchmark	 result	 is	 below	 average,	 reviewed	 as	
conventional,	slow,	less	valuable,	challenging	to	learn,	and	monotonous.	The	
test	task	scenario	described	the	effectiveness	of	the	application.	Meanwhile,	
time-based	efficiency	is	0,04	goals/second,	which	can	be	interpreted	as	high	
speed.	Task	scenario	finding	explains	30	problems	in	which	three	tasks	are	
prioritized.	Post-test	interviews	explained	user	need	for	frequently	accessed	
features,	difficulty	to	use,	and	usage	limitations.	The	recommendations	aimed	
to	 adjust	 the	 interface	 and	 functionality	 to	 meet	 user	 needs,	 providing	 a	
satisfying	experience	and	shortening	the	self-service	process. 
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A. Introduction	
In	 the	 present	 era,	 characterized	 by	 the	 prevalence	 of	 information	 and	

communication,	individuals	rely	on	computer	technology	to	connect	with	others	and	
their	 communities.	 Mobile	 technology	 is	 available	 in	 a	 lightweight	 and	 portable	
form,	 supported	 by	 software	 that	 provides	 users	 with	 reliable	 performance	 for	
specific	 tasks	 [2].	Mobile	applications	 can	be	downloaded	and	utilized	on	mobile	
devices	with	compatible	operating	systems	[1].	These	applications	are	designed	to	
run	on	smartphones	or	other	portable	devices,	allowing	users	to	easily	connect	to	
the	internet	[2].	

Given	the	significance	of	mobile	applications	in	enhancing	the	quality	of	public	
services,	 companies	 must	 be	 able	 to	 innovate	 and	 adapt	 to	 meet	 customer	
expectations,	while	for	the	Government	it	can	overcome	the	digital	divide	through	
personalization	that	suits	the	needs	of	each	community	[22].	The	implementation	of	
digital	 claim	 services	 has	 improved	 the	 overall	 performance	 of	 public	 service	
applications.	User	 feedback	 through	 application	providers	 such	 as	 the	App	 Store	
[16]	with	a	rating	of	1.5	out	of	5	and	the	Google	Play	Store	[17]	with	a	rating	of	4.4	
in	February	2022	and	4.7	in	March	2023.	However,	some	users	still	face	difficulty	in	
using	 social	 security	 services	 for	workers,	 including	 issues	 related	 to	 application	
policies,	data	quality,	application	quality,	environmental	factors,	devices,	and	user	
errors.	

The	number	of	users	of	the	JMO	application	through	Google	Play	is	higher	with	
10	million	downloads	with	2.3	million	reviews	while	the	downloaded	App	Store	has	
a	smaller	number	of	users	with	7	thousand	reviews.	Reviews	through	the	Google	
Play	 store	 have	 a	 higher	 rating	 because	 assessments	 through	 reviews	with	 high	
ratings	 some	 of	 which	 explain	 the	 shortcomings	 and	 obstacles	 to	 using	 the	
application,	and	users	can	provide	changes	to	reviews	and	ratings	so	that	after	being	
given	a	reliever	service	the	user	provides	the	best	rating.	Through	user	reviews	that	
provide	a	very	good	rating	assessment	of	4.7	out	of	5	on	Google	Play	and	1.5	out	of	
5	on	the	App	Store,	but	the	description	of	the	contents	of	the	review	still	shows	the	
obstacles	 faced	by	users,	so	 there	are	reviews	that	are	not	consistently	delivered	
with	the	numerical	assessment	given.	In	contrast	to	the	App	Store	with	users	and	
reviews	 tending	 to	be	 low,	 it	has	a	 lagging	version	with	Android,	 so	changes	and	
obstacles	that	have	been	fixed	still	cannot	be	felt	by	iOS	users.	Based	on	the	results	
of	unfavorable	reviews,	it	is	necessary	to	evaluate	and	test	users	to	get	more	detailed	
information	to	find	out	the	details	of	the	problem	by	looking	at	the	user's	pain	points	
when	interacting	with	the	application,	to	find	out	the	types	and	criteria	of	obstacles	
found,	as	well	as	user	understanding	of	the	features	used.	

	
Table	1.	Review	on	providers	

Rating	 Reviews	 Category		
5	

	

Data	not	
found,	cannot	
be	accessed	

4	

	

Failed	
verification	
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Cannot	be	
accessed	the	
application,	
failed	task	
and	data	not	
found	

	
The	 issues	 expressed	 through	 app	 provider	 reviews	 and	 information	

complaints	 can	 result	 in	a	negative	user	experience.	However,	 the	 root	 causes	of	
these	obstacles	may	originate	 from	other	aspects,	necessitating	a	more	 thorough	
analysis	 to	 identify	 the	 factors	 impacting	 these	 obstacles.	 Root	 causes	 into	 5	
domains:	 user,	 hardware,	 software,	 data,	 and	 network	 [25].	 	 It	 is	 important	 to	
establish	 the	 link	 between	 causal	 factors	 and	 the	 effectiveness,	 productivity,	
security,	 and	 user	 satisfaction	 in	 user	 interface	 interactions	 within	 labor	 social	
security	applications.	

Based	on	the	findings	from	problem	identification,	it	is	evident	that	there	is	a	
disparity	 between	 user	 expectations	 and	 the	 actual	 problems	 encountered.	
Therefore,	research	is	needed	to	determine	how	to	assess	the	usability	evaluation	of	
workers'	social	security	services	in	public	service	applications?.	
	
B. Literature	Review	

The	 study	 aims	 to	 determine	 the	 effectiveness	 of	 the	 application	 through	 a	
mixed-method	 research	 design.	 This	 approach	 combines	 quantitative	 and	
qualitative	 methods	 to	 provide	 a	 comprehensive	 evaluation	 of	 the	 study.	 The	
quantitative	 method	 utilizes	 numerical	 and	 statistical	 data	 to	 explain	 the	 object	
under	study,	while	the	qualitative	method	focuses	on	an	in-depth	exploration	of	the	
object	 to	 uncover	 user	 opinions	 and	 facts	 through	 interviews.	 In	 qualitative	
research,	the	approach	used	is	thematic	analysis.	Thematic	analysis	is	a	method	that	
can	identify,	analyze	and	find	patterns	contained	in	information	and	facts	[23].		The	
results	of	 the	analysis	 are	expected	 to	 reveal	 constraints	and	expectations	of	 the	
application's	usage.	

Based	on	previous	research	and	literature,	the	research	flow	evaluation	of	the	
mixed	method	comprises	five	categories	with	ten	subject	research.	The	study	begins	
with	a	quantitative	method	utilizing	questionnaires	and	test	task	scenarios,	followed	
by	 a	 qualitative	 method	 using	 post-test	 interview	 instruments	 to	 deepen	 the	
findings.	The	research	concludes	with	practical	implications	and	recommendations	
for	improvement	in	institutions	and	user	convenience.	
	
1. Scope	

The	objective	of	the	study	is	to	assess	the	efficacy	from	the	perspective	of	the	
end-users.	 The	 software	 has	 the	 capability	 to	 function	 as	 a	 source	 of	 self-help	
information,	digital	compensation	and	redemption	service,	and	grievance	redressal	
mechanism.	The	end-user	engagement	will	entail	numerous	phases	of	transactions	
that	 are	 contingent	 upon	 several	 variables	 such	 as	 data	 veracity,	 precision	 of	
biometric	 authentication,	 network	 connectivity,	 proper	 navigation,	 and	
comprehensibility.	
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2. Usability	Testing	

Assessing	the	user	interface	through	usability	testing	involves	directing	users	
to	complete	tasks	within	the	scope	of	the	evaluation.	The	purpose	of	this	evaluation,	
according	to	Wahyuningrum	[3]	is	to	gather	information	about	the	need	for	a	user	
interface	design	that	aligns	with	the	user's	natural	environment.	 Jacobsen	(1999)	
and	 Wahyuningrum	 [3]	 classify	 usability	 testing	 into	 four	 types:	 exploratory,	
predictive,	 formative,	 and	 summative,	 based	 on	 the	 evaluation's	 purpose.	 In	 the	
meantime,	based	on	an	alternative	interpretation,	usability	refers	to	the	capacity	to	
be	utilized	or	implicitly,	specifically	the	capability	of	an	object	to	be	employed	[21].	

Usability	 testing	can	be	divided	 into	 two	categories	based	on	 the	examiner:	
analytic	and	empirical.	Usability	analytics	involves	inspection	methods	that	include	
heuristic	 evaluation,	 cognitive	 walkthrough,	 and	 guidelines,	 among	 others	 and	
utilizes	experts.	Empirical	evaluation,	on	the	other	hand,	is	based	on	user	experience	
and	 includes	 methods	 such	 as	 thinking	 aloud,	 user	 performance	 tests,	 remote	
usability	 testing,	 beta	 test,	 forum	 test,	 cooperative	 evaluation,	 and	 coaching	
methods.	Methods	that	rely	on	subjective	user	statements	include	questionnaires,	
observations,	focus	group	discussions,	and	interviews	[3].	

Remote	 usability	 testing	 is	 a	 method	 that	 separates	 testers	 and	 users	 at	
different	times	and	locations.	A/B	testing	compares	two	types	of	application	views,	
while	 diary	 studies	 collect	 qualitative	 data	 on	 user	 behavior,	 activities,	 and	
experiences	during	 a	 specific	 period.	 The	heuristic	 evaluation	 identifies	 usability	
problems	 in	 interface	 design	 based	 on	 recognized	 usability	 principles.	 Cognitive	
walkthrough	explores	user	convenience	in	a	system	design.	Questionnaires	collect	
data	that	has	subjective	user	value.	

	
3. Study	Literature	

The	examined	research	was	categorized	according	to	the	topics	discussed	in	
order	to	identify	similarities	and	discrepancies	in	the	issues	addressed	by	diverse	
techniques	 employed	 for	 assessing	 the	 excellence	 of	 application	 utilization.	 The	
Concept	Of	Study	Literature	Is	Explained	In	Figure	1.	
	

	
Figure	1.	Usability	evaluation	research	group	

Usability	Evaluation	Research	in	e-Government	
Several	studies	by		Situmorang	[4],	Rizaldy	[5],	Oloan	Lubs	[6],	Lupita	Dyayu	

[7],	Karisma	Sara	[8],	and	Nugraha[9]	have	been	conducted	on	Usability	Evaluation	
Research	 in	 E-Government.	 These	 studies	 aim	 to	 analyze	 the	 usability	 of	 e-
government	 identify	 user	 problems	 and	 provide	 recommendations	 for	
improvements	 based	 on	 the	 findings.	 A	 questionnaire-based	 research	method	 is	
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used	to	provide	a	comprehensive	evaluation	of	usability	problems	in	e-government	
case	 studies.	 The	 evaluation	 focuses	 on	 aspects	 such	 as	 learnability,	 efficiency,	
interaction,	satisfaction,	and	errors.	

In	the	meantime,	utilizing	task	scenarios	[4],	[5],[7],	[8]	as	a	research	method	
can	 yield	 more	 specific	 and	 measurable	 evaluation	 outcomes,	 resulting	 in	 more	
concrete	 recommendations	 for	 resolving	 issues	 identified	 through	 task	 scenario	
testing.	On	the	other	hand,	utilizing	interviews	[5],	[4],	[7]	as	a	research	method	can	
reveal	 more	 in-depth	 issues	 and	 capture	 user	 expectations	 and	 proposed	
enhancements	needed	by	users.	

Research	that	employs	gap	analysis	[8],	[9]	can	expound	on	the	gap	analysis	of	
performance	 levels	 and	 levels	 of	 importance,	 which	 can	 be	 mapped	 through	
quadrants	as	a	basis	 for	prioritizing	 improvement.	The	six	studies	discussing	 the	
evaluation	 of	 e-government	 applications	 for	 general	 users	 with	 different	
segmentations	 highlight	 the	 importance	 of	 determining	 their	 usefulness,	
particularly	 in	 terms	 of	 efficiency,	 application	 performance,	 satisfaction,	 and	
security,	 through	questionnaires	and	gap	analysis.	Task	scenarios	[4],	 [5],	 [7],	 [8]	
and	 comparing	 the	 evaluation	 outcomes	 of	 general	 users	 with	 expert	 users,	 as	
conducted	in	Situmorang	[4],	can	be	utilized	to	identify	user	problems	and	provide	
recommendations	 for	 improvement.	 Interviews	 can	 be	 carried	 out	 to	 deepen	
usability,	with	the	expected	outcomes	in	the	form	of	appropriate	recommendations	
for	improvement	based	on	usability	guidelines	in	Situmorang	[4].	

	
Usability	Evaluation	Research	in	Financial	and	Banking	Services	

Studies	 on	 assessing	 usability	 in	 financial	 and	 banking	 services	 were	
conducted	 by	Habib	 et	 al.	 [10],	 Nugroho	 [11],	 and	 Yuwono	 et	 al.	 [12].	 The	main	
objective	was	to	evaluate	usability	to	determine	user	experience	and	requirements.	
The	 research	 [10],	 [11],	 [12]	 generally	 evaluates	 the	 aspects	 of	 appeal	 and	
engagement,	 comprehensibility,	 efficiency,	 and	 functionality.	 The	 user	 activity	
criteria	 are	 the	 same	 for	 utilizing	 the	 application,	 specifically	 for	 conducting	
financial	transactions.	The	research	[10],	[12]	used	a	questionnaire	instrument	from	
UEQ	 which	 assessed	 six	 aspects	 and	 tested	 task	 scenarios.	 Jak	 one	 mobile	 has	
superior	 value	 through	 the	 parameters	 task	 completed,	 error	 during	 task,	 time	
completed	 task,	and	number	of	clicks	while	research	[10]	measures	success	rate,	
time-based	efficiency,	and	user	satisfaction	variables.	 	

The	 study	 carried	 out	 by	 [10]	 is	 an	 assessment	 before	 the	 launch	 using	 a	
prototype	 of	 an	 application.	 This	 is	 done	 in	 order	 to	 apply	 the	 findings	 of	 the	
improvement	 evaluation	 during	 the	 launch	 of	 the	 application.	 The	methodology	
utilized	 is	 design	 thinking	 which	 prioritizes	 customer-centricity	 in	 crafting	 user	
experience,	producing	novel	inventions,	and	comprehending	user	requirements.	In	
contradistinction	 to	 the	 research	 conducted	 by	 [12],	 which	 compares	 the	
evaluations	of	two	comparable	applications	by	delivering	optimistic	and	pessimistic	
evaluations	of	the	characteristics	employed.	

Initially,	 these	 four	 investigations	used	 techniques	 to	 assess	 the	 efficacy	by	
instrument	task	scenarios,	surveys,	and	interviews,	yet	they	have	not	correlated	the	
issues'	discoveries	with	the	formulated	suggestions.	Additionally,	this	exploration	
appraises	 a	 heavily	 regulated	 financial	 service,	 however,	 the	 evaluated	 facets	
overlook	user	safety.	
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Usability	Evaluation	Research	in	Self	Services	

Studies	 on	 the	 Assessment	 of	 Self-Service	 Usability	 Situmorang	 [4],	 Lupita	
Dyayu	[7],	Yuwono	[12],	and	Ahnan	[13]	delve	into	the	evaluation	of	the	usability	of	
self-service	applications.	These	applications	furnish	information	and	services	that	
users	can	access	autonomously,	at	any	time	and	 from	any	place.	The	UEQ	or	SUS	
questionnaire	 is	 employed	 as	 a	 tool	 to	 collect	 data	 via	 a	 survey,	with	 the	 aim	of	
gauging	the	user's	overall	experience	while	using	the	application,	including	factors	
such	 as	 ease	 of	 use,	 comprehensibility,	 and	 interface.	 The	 study	 conducted	 by	
Situmorang	[4]	primarily	emphasizes	the	importance	of	responsiveness,	application	
efficiency,	and	user	 interface	design	as	 the	 fundamental	criteria	 for	a	self-service	
platform	with	regard	to	the	m-KantorPos	application.	

Dissimilar	 to	 the	 prior	 investigation	 [12]	which	 centered	 on	 examining	 the	
user	 experience	 of	 mobile	 banking	 applications	 based	 on	 their	 attractiveness,	
clarity,	 efficiency,	 accuracy,	 stimulation,	 and	 novelty.	 This	 study	 reinforced	 the	
comprehensiveness	 of	 the	 evaluation	 by	 conducting	 tests	 to	 gauge	 application	
performance	 in	 terms	 of	 time,	 errors,	 and	 clicks.	 This	 allowed	 for	 quantitative	
metrics	to	elucidate	the	functionality	of	the	applications.	Additionally,	an	interview	
process	 was	 conducted	 to	 capture	 user	 expectations	 and	 issues	 beyond	 the	
outcomes	 of	 a	 controlled	 appraisal	 utilizing	 a	 questionnaire	 and	 testing	 tool.	
Nevertheless,	 the	 outcomes	 of	 this	 intricate	 study	 have	 not	 yet	 furnished	
suggestions	for	enhancing	the	evaluations	performed.	

The	 study	 conducted	 by	 Ahnan	 [13]	 solely	 relies	 on	 questionnaires	 and	
interviews	 as	 means	 of	 gathering	 data.	 As	 a	 result,	 the	 evaluations	 that	 can	 be	
analyzed	only	shed	light	on	explicit	aspects	of	user	experience.	On	the	other	hand,	
[7]	 research	 employs	 task	 scenario	 testing	 instruments,	 questionnaires,	 and	
interviews.	 However,	 the	 findings	 only	 provide	 a	 cursory	 review	 of	 the	 user's	
efficiency	and	fail	to	delve	into	the	root	causes	of	errors	that	occurred.	Additionally,	
the	recommendations	presented	lack	a	basis	in	user	experience	guidelines.	

	
Usability	Evaluation	Research	on	Insurance	Services	

The	 research	 carried	 out	 by	 Oloan	 Lubs	 [6],	 Nugraha	 [9],	 and	 Habib	 [10]	
focused	 on	 assessing	 the	 quality	 of	 insurance	 services	 based	 on	 specific	 user	
limitations.	 The	 objective	 was	 to	 evaluate	 service	 excellence	 in	 terms	 of	 user	
comprehension,	ease	of	use,	interface	design,	navigation,	application	functionality,	
and	service	operations.	

The	 study	 [10]	 carried	 out	 an	 examination	 of	 the	 final	 desired	 software	 by	
employing	 comprehensive	 tools	 such	 as	 task	 simulations,	 interviews,	 and	 two	
categories	 of	 surveys	 (SUS	 and	 UEQ).	 The	 results	 effectively	 identified	
recommendations	 for	 enhancement,	 such	 as	 refining	 language	 usage,	 enhancing	
interface	design,	and	incorporating	business	process	flows.	

A	research	[6]	conducted	to	assess	the	JKN	mobile	application	among	its	users,	
assessed	system,	user,	and	interaction	aspects	in	a	restricted	manner.	The	findings	
of	 the	research	 indicate	 that	all	 three	aspects	were	rated	as	very	good	and	good.	
Nonetheless,	 the	 study	 did	 not	 cover	 any	 details	 regarding	 usage	 issues,	 user	
expectations,	 and	 improvements	 proposed	 were	 solely	 based	 on	 questionnaire	
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measurements,	with	 the	 user	 aspect	 receiving	 the	 lowest	 value.	 The	 study	 lacks	
specificity	on	the	areas	that	require	improvement.	

In	their	study,	Nugraha	and	colleagues	[9]	employed	a	gap	analysis	strategy	to	
evaluate	 the	 anticipations	 of	 application	 performance	 across	 three	 dimensions:	
system,	user,	and	interaction.	They	subsequently	charted	the	significance	and	level	
of	 performance	 of	 each	 aspect	 to	 determine	 their	 respective	 priorities.	 The	
outcomes	revealed	the	users'	requirements	and	preferences,	which	can	be	utilized	
to	streamline	 the	development	process	by	concentrating	on	specific	 features	and	
services.	

The	synopsis	of	former	studies	indicates	that	the	use	of	surveys	has	effectively	
obtained	appraisals	grounded	on	user	experience.	However,	 to	apprehend	 issues	
regarding	usage,	application	performance,	and	efficiency,	conducting	direct	testing	
via	task	scenarios	that	illustrate	user	activity	is	necessary.	Moreover,	to	apprehend	
expectations	and	intangible	aspects	that	cannot	be	perceived	through	surveys	and	
testing,	an	exhaustive	examination	must	be	performed	through	user	interviews.	
	
4. Theoretical	Framework	

ISO	adalah	[18].	The	Application	Quality	Standard	by	ISO	9126-4	[19]	to	assess	
the	Quality	used	has	four	factors	that	measure	the	quality	of	application	use,	namely	
effectiveness,	productivity,	safety,	and	satisfaction.	The	efficiency	and	productivity	
factors	as	measuring	tools	in	conducting	evaluations	use	measuring	tools	through	
task	 test	 scenarios,	while	 the	 safety	 and	 satisfaction	 factors	 use	 user	 experience	
questionnaires	and	post-test	 interview	 tools.	 Standards	 for	 evaluation,	 tools,	 and	
user	 feedback	 data	 serve	 as	 the	 means	 to	 assess	 usability.	 The	 results	 of	 the	
evaluation	 findings	 are	 presented	 in	 the	 form	 of	 usability	 metrics,	 problem	
detection,	user	satisfaction	evaluation,	and	user	anticipation.	
	

	
Figure	2.	Design	Thinking	

C. Research	Methods	
The	investigation	commences	at	the	initial	phase	by	means	of	scrutinizing	the	

data	and	constructing	the	context	of	the	issue	in	order	to	arrive	at	deductions	from	
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the	 findings	 of	 the	 research	 analysis	 and	 the	 creation	 of	 reports.	 Each	 step	 and	
procedure	in	the	progression	of	the	investigation	is	elucidated	below:	

The	 initial	 step	 of	 scrutinizing	 information	 and	 issues	 is	 accomplished	 by	
performing	 discussions	 with	 the	 application	 administration	 group,	 executing	
desktop	 exploration	 on	 auxiliary	 information	 utilizing	 fundamental	 statistical	
techniques	 derived	 from	 grievances	 of	 application	 problems,	 and	 consumer	
feedback	on	application	suppliers.	The	stage	of	reviewing	the	 library	 involved	an	
analysis	of	the	literature	by	examining	theories	of	usability	evaluation	and	literature	
reviews	 of	 past	 research.	 The	 research	 was	 classified	 into	 four	 categories:	 e-
government	 applications,	 financial	 service	 applications,	 self-service	 applications,	
and	insurance	applications.	

The	exploration	of	literature	was	conducted	by	utilizing	key	phrases	present	
in	 the	research	 inquiries,	pertinent	concepts,	and	previously	conducted	research.	
The	3C2S	approach	(evaluate,	differentiate,	disapprove,	amalgamate,	condense)	was	
employed	 to	 analyze	 the	 data.	 This	 phase	 resulted	 in	 the	 establishment	 of	 a	
theoretical	 foundation	 and	 research	 methodology,	 which	 will	 be	 illustrated	 in	 a	
framework	to	establish	connections	between	variables	in	the	study.	

Utilizing	the	framework	established	during	the	literature	review	phase,	which	
involves	aligning	various	reference	standards	for	usability	evaluation,	the	optimal	
research	 instrument	 has	 been	 selected	 to	 achieve	 the	 greatest	 outcomes.	
Specifically,	 this	 study	 will	 adopt	 a	 sequential	 mixed	 method	 approach	 with	 a	
sequential	transformative	strategy,	wherein	a	theoretical	perspective	is	employed	
to	determine	specific	procedures	by	selecting	one	of	the	methods	in	the	initial	stage	
[15].	 The	 data	 collection	 and	 analysis	 phase	 of	 this	 research	 will	 prioritize	
quantitative	analysis,	followed	by	qualitative	analysis.	

This	 method	 of	 testing	 usability	 is	 conducted	 using	 a	 combination	 of	
quantitative	and	qualitative	approaches	to	gathering	comprehensive	and	detailed	
evaluation	 outcomes.	 The	 UEQ	 and	 Test	 Task	 Scenario	 can	 elucidate	 the	
application's	 usability	 through	 user	 experience	 and	 assessment	 during	 testing.	
Simultaneously,	interviews	can	reveal	the	perceived	limitations	and	expectations	of	
application	users.	

The	 UEQ	 questionnaire	 [20]	 has	 six	 aspects	 which	 include	 efficiency,	
attractiveness,	perspicuity,	dependability,	stimulation,	and	novelty,	and	consists	of	
26	question	items.	

The	phases	involved	in	carrying	out	the	study	encompass	conducting	research,	
primarily	undertaking	trials	on	the	questionnaire	tool	to	evaluate	its	accuracy	and	
consistency.	 Following	 this,	 the	 data	 from	 the	 questionnaire,	 which	 has	 been	
completed	 by	 users	 who	 meet	 the	 criteria	 established	 by	 previous	 research	
instruments,	is	collected.	The	objective	is	to	obtain	responses	from	100	participants	
at	this	stage.	Once	the	data	collection	goal	has	been	attained,	the	subsequent	step	is	
to	 scrutinize	 the	 questionnaire	 data	 using	 UEQ's	 data	 analysis	 tools,	 specifically	
version	10.	

The	 number	 of	 participants	 will	 be	 determined	 using	 the	 Slovin	 method,	
considering	the	total	population	of	13	million	users,	in	order	to	reach	a	sample	size	
of	 100	 participants.	 Respondents	 will	 be	 selected	 based	 on	 their	 similarity	 to	
reviewers	through	service	providers.	Out	of	the	108	respondents,	84	are	Android	
users,	while	the	remaining	24	are	not.	This	is	due	to	the	fact	that	Android	users	tend	
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to	provide	more	reviews	and	there	are	inconsistencies	between	ratings	and	review	
outcomes.	A	portion	of	the	respondents	will	represent	users	of	iOS,	who	have	fewer	
users	and	give	lower	ratings.	These	respondents	will	be	selected	based	on	their	level	
of	experience	with	the	application.	

The	next	phase	of	the	numerical	approach	involves	administering	assessments	
utilizing	evaluation	exercises	that	have	been	formulated	in	the	investigative	tool	to	
focus	on	eight	participants.	The	 findings	of	 the	assessments	will	be	evaluated	by	
applying	the	commonly	accepted	ISO	9126-4	quality-in-use	formula	for	quality	in	
terms	of	efficiency	and	efficacy.	ISO	9126-4	[19]	is	used	as	a	standard	for	assessing	
task	scenarios	carried	out	through	aspects	and	variables	that	are	assessed	in	quality	
in	use	in	an	application.	Meanwhile,	the	benchmark	taken	through	the	Research	and	
Development	of	 the	Ministry	of	Home	Affairs	 is	used	as	a	reference	 for	assessing	
effectiveness	through	the	success	of	the	task	which	is	categorized	as	very	ineffective	
to	 very	 effective.	 This	 assessment	 reference	 is	 referenced	 through	 research	
conducted	by	Desiana	[14].	

The	third	phase	involves	a	qualitative	approach,	wherein	a	post-test	interview	
is	conducted	to	evaluate	components	of	the	UEQ	survey	and	ISO	9126-4	quality	in-
use	standards.	The	objective	is	to	obtain	detailed	insights	and	data	pertaining	to	the	
utilization	of	service	applications,	limitations,	and	user	expectations.	

The	phases	of	analysis	of	the	outcomes	execute	analyses	on	numeric	and	non-
numeric	research	by	harmonizing	user	assessments	with	issue	discoveries	and	user	
anticipations.	 The	 analysis	 outcomes	 will	 be	 utilized	 in	 composing	 notional	 and	
pragmatic	consequences	and	suggestions	for	enhancement.	The	aim	of	this	section	
is	 to	 furnish	 conclusions	 and	 recommendations	 for	 enhancing	 future	 research	
endeavors.	 This	 can	 be	 achieved	 by	 utilizing	 diverse	methodologies,	 approaches,	
and	tools.	
D. Result	and	Discussion	

The	 study	outcomes	were	obtained	 through	 the	 application	of	 the	usability	
assessment	 technique,	 employing	 a	 quantitative	 methodology	 that	 involved	
questionnaires	and	task-based	scenarios,	complemented	by	a	qualitative	technique	
utilizing	post-test	interviews.	These	were	communicated	via	an	interview	session.	

The	time	frame	for	gathering	user	 feedback	from	the	Google	Play	Store	and	
App	Store	was	between	 January	and	April	2022.	The	data	 collection	 for	 the	UEQ	
questionnaire	took	place	from	October	to	November	2022,	resulting	in	a	five-month	
disparity	between	the	secondary	data	collection	and	questionnaire	distribution.	

In	 October	 2022,	when	 the	 distribution	 of	 the	 questionnaire,	 task	 scenario	
testing,	and	post-test	 interviews	were	conducted,	the	user	ratings	on	Google	Play	
remained	at	4.5,	and	the	ratings	on	the	App	Store	remained	at	1.6.	This	indicates	that	
the	 review	 conditions	 and	 user	 experience	were	 consistent.	 However,	 the	 users'	
reviews	 still	 displayed	 inconsistencies	 between	 the	 rating	 and	 the	 review	
description,	despite	the	five-point	rating	system.	The	review	descriptions	revealed	
that	users	faced	usage	problems.	

The	findings	of	the	examination	that	took	into	account	the	user	characteristics,	
specifically	gender,	indicate	that	out	of	the	108	participants,	the	larger	proportion	
was	female,	comprising	of	66	participants	(61.1%),	whereas	the	male	participants	
accounted	for	42	respondents	(38.9%).	According	to	the	age	classification	of	the	108	
participants,	it	is	evident	that	the	bulk	of	the	respondents,	comprising	74	individuals	
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(68.5%),	fall	within	the	age	range	of	20-30	years.	On	the	other	hand,	the	group	of	
respondents	 aged	 between	 41-50	 years	 is	 the	 smallest,	 with	 only	 7	 individuals	
(6.5%).	According	to	the	educational	background,	it	was	revealed	that	among	108	
participants,	most	of	them	possessed	a	bachelor's	degree,	which	accounted	for	65	
participants	(65.2%).	On	the	other	hand,	a	minimum	of	9	participants	(8.3%)	had	a	
master's	degree.	According	to	the	duration	of	employment,	it	was	discovered	that	
among	the	108	participants,	most	of	them	had	a	work	experience	of	1-5	years,	which	
accounted	for	61	respondents	(56.5%).	On	the	other	hand,	13	respondents	(12%)	
had	an	experience	of	more	than	6	years.	According	to	the	level	of	usage,	it	is	evident	
that	 among	 the	 108	 participants,	most	 of	 them,	 that	 is	 59	 participants	 (54.6%),	
utilizing	the	application	once	every	month,	whereas	almost	on	a	daily	basis,	around	
10	participants	(9.3%)	used	it.	According	to	the	user's	OS,	it	is	evident	that	among	
108	 participants,	 most	 of	 them	 prefer	 the	 application	 on	 Android	 OS,	 which	
constitutes	 84	 respondents	 (77.8%).	 Conversely,	 the	 iOS	OS	 has	 24	 respondents	
(22.2%).	
	
1. Questionnaire	Analysis	

Data	 from	 the	UEQ	questionnaire	were	 gathered	 from	108	 individuals	who	
utilized	 the	 social	 security	 service	 application	 for	 employees.	Next,	 the	 data	was	
evaluated	 using	 the	 UEQ	 data	 tools	 application.	 The	 responses	were	 sorted	 into	
negative	 values	 (1-3),	 neutral	 values	 (0),	 and	 positive	 values	 (4-7).	 This	
categorization	 helped	 to	 clarify	 the	 distribution	 of	 responses	 provided	 by	 the	
participants.	The	overall	percentage	of	respondent	answers	revealed	that	14.4%	of	
the	responses	were	negative,	15.6%	were	neutral,	and	70%	were	positive.	
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Figure	3.	Conclusion	of	the	UEQ	aspect	variable	assessment	
	
The	findings	of	the	assessment	of	the	six	components	of	the	UEQ	clarify	that	

80%	of	the	aspect	variables	(5	out	of	6)	account	for	the	favorable	user	experience,	
while	one	aspect	variable	has	a	neutral	impact.	The	items	in	the	survey	that	received	
notably	low	ratings	(over	20%	negative)	are	traditional,	sluggish,	of	limited	utility,	
challenging	to	grasp,	and	monotonous.	

	
Table	2.	Conclusion	of	the	UEQ	aspect	variable	assessment	

Variable	 Mean	 Assessment	Evaluation	
Attractivenes
s	

1,4	 Positive	

Perspicuity	 1,3	 Positive	
Efficiency	 1,3	 Positive	
Dependability	 1,2	 Positive	
Stimulation	 1,1	 Positive	
Novelty	 0,6	 Neutral	

	
Once	the	mean	value	for	each	variable	is	calculated,	a	comparison	is	made	with	

the	benchmark	dataset	to	assess	the	application's	relative	quality	compared	to	other	
products.	 The	 UEQ	 data	 analysis	 tools	 were	 utilized	 to	 conduct	 the	 benchmark	
process,	and	the	results	are	presented	below.	

	

	
Figure	4.	The	result	of	the	UEQ	benchmark	

	
According	 to	 the	 data	 presented	 in	 Figure	 4,	 it	 is	 evident	 that	 applications	

receive	 higher	 than	 average	 ratings	 in	 terms	 of	 their	 attractiveness,	 clarity,	
effectiveness,	 reliability,	 and	 engagement,	 but	 they	 score	 lower	 than	 average	 in	
terms	of	novelty.	
	
2. Test	Task	Scenario	Analysis	

	
Table	3.	Overview	of	the	result	test	task	scenarios	

Scenario	 Feature	 Success	 Avg	time	
(second)	

Register	as	a	new	participant	(S1)	
List	of	new	participants	 25%	 876	
Dues	payment	 25%	 74	
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Scenario	 Feature	 Success	 Avg	time	
(second)	

Registration	as	a	new	user	(S2)	 New	user	list	 88%	 556	

Enter	the	application	and	find	the	latest	
information	(S3)	

Application	login	 81%	 59	
View	program	information	 100%	 15	
see	the	news	 100%	 8	
see	promos	 100%	 7	

View	membership	information	(digital	
card,	balance	and	adding	a	new	card)	(S4)	

Add	Participant	Card	(KPJ)	 100%	 80	
See	JHT	balance	 100%	 18	
View	RSJHT	 100%	 22	
View	digital	card	 100%	 26	

Make	a	complaint	(T5)	 Make	a	Complaint	 38%	 28	

Changing	email	and	password	(S6)	
Change	email/cellphone	 44%	 74	
Change	password	 38%	 65	

Update	data	and	claims	(S7)	
Data	update	 44%	 270	
Claim	 31%	 426	

Changing	profile	photo	and	exiting	
application	(S8)	

Logout	 100%	 13	
Changing	Profile	Photo	 50%	 31	

	
Test	results	for	each	task	explain	that	the	average	success	rate	over	all	users	

is	 70%.	 The	 success	 rate	 percentage	 of	 users	 can	 be	 calculated	 by	 adding	 the	
successful	tasks	and	half	of	the	partially	successful	tasks,	then	dividing	the	result	by	
the	total	number	of	tasks	and	multiplying	it	by	the	number	of	participants	[24].	The	
final	value	should	be	multiplied	by	100	to	obtain	the	percentage.	
Success	rate	=(92+(18	x	0,5))/144	x	100%	=	70.14%.	

The	user	has	achieved	a	success	rate	of	70.14%	in	the	tested	task	scenario.	As	
per	 the	 research	 conducted	 by	 [14],	 following	 the	 reference	 standards	 of	 the	
Ministry	of	Home	Affairs	Research	and	Development	in	1991,	it	can	be	inferred	that	
the	 user's	 accomplishment	 in	 completing	 the	 task	 scenario	 falls	 under	 the	 fairly	
effective	category,	which	ranges	from	60%	to	79.99%.	

The	tasks	performed	by	users	yield	quite	 impressive	scores,	but	a	thorough	
discussion	is	required	to	evaluate	the	categorization	of	successful	usage.	The	success	
of	tasks	executed	on	straightforward	and	uncomplicated	activities,	such	as	accessing	
informational	features,	is	evident.	However,	when	it	comes	to	tasks	with	low	scores,	
they	are	mainly	transactional	in	nature.	These	include	registering	new	participants,	
making	 complaints,	 changing	 emails	 and	 passwords,	 updating	 data,	 and	making	
claims,	as	well	as	changing	profile	photos.	Therefore,	it	can	be	concluded	that	the	
testing	of	viewing	tasks	runs	smoothly,	while	the	testing	of	transactional	tasks	still	
encounters	issues,	with	an	average	value	below	37%.	

Upon	examining	the	frequency	of	errors	committed	by	each	user,	it	becomes	
apparent	that	there	are	both	failed	and	successful	tasks.	A	portion	of	these	errors	
led	to	tasks	not	being	completed,	resulting	in	a	total	of	24	unfinished	tasks	across	all	
users.	This	test	indicates	that	the	error	rate	remains	relatively	high,	particularly	in	
regard	to	transactional	tasks.	Meanwhile,	users	experience	an	average	error	rate	of	
17%	throughout	the	task,	with	P3	users	reporting	the	highest	inaccuracy	of	28%.	

Table	4.	Error	rate	
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Participant	 Fail	 Partially	
success	 Amount	 Error	

Rate	
P1	 2	 2	 4	 22%	
P2	 1	 2	 3	 17%	
P3	 1	 4	 5	 28%	
P4	 0	 3	 3	 17%	
P5	 1	 3	 4	 22%	
P6	 1	 0	 1	 6%	
P7	 0	 2	 2	 11%	
P8	 0	 2	 2	 11%	

Average	 17%	
	
The	 outcomes	 of	 user	 evaluation	 concerning	 interaction	 duration,	 as	

presented	in	Table	4,	reveal	that	among	8	users,	the	mean	overall	time	taken	is	1,454	
seconds	(equivalent	to	24.2	minutes),	and	the	mean	time	taken	to	accomplish	one	
task	is	92.88	seconds	(1.5	minutes).	In	instances	where	the	tasks	failed,	specifically	
tasks	4,	9,	and	10,	the	users	encountered	an	average	failure	time	of	11	seconds	and	
discontinued	their	attempts	after	19	seconds	upon	receiving	an	error	message	from	
the	 application.	 Time-based	 efficiency	 (Total	 time)	 /	 (Total	 number	 of	 tasks	 x	
Number	of	participants).	
nij	=	Total	time	
N	=	Number	of	tasks	
R	=	Number	of	participants	
Pt	=	5,86/144	
Pt	=	0,04	goals/seconds	

The	efficiency	calculation	based	on	time	is	0.04	objectives	per	second	or	can	
be	understood	as	taking	24.54	seconds	to	accomplish	a	single	task.	Understanding	
the	 time	 intervals	 based	 on	 the	 conduct	 of	 time	 [14]	 required	 to	 deal	with	 task	
situations	is	recognized	to	be	extremely	rapid,	falling	within	the	60	–	300	seconds	
range.	

The	evaluation	of	the	duration	necessary	to	finish	the	entire	assignment	given	
to	8	participants	was	comparatively	swift,	but	through	further	deliberation,	the	pace	
of	 the	 typical	 assignment	 processing	 time	 also	 encompassed	 both	 varieties	 of	
assignments,	 namely	 transactional	 and	 viewing.	 Consequently,	 access	 to	 viewing	
features	 merely	 entails	 the	 action	 of	 observing	 and	 locating	 the	 required	
information	by	the	user,	without	necessitating	any	interaction	with	the	interface.	On	
transactional	pages,	users	are	mandated	to	input	comprehensive	data	and	adhere	to	
the	 navigation	 of	 the	 application	 interface,	 thereby	 resulting	 in	 constraints	 and	
impediments	that	lead	to	a	rather	high	assessment	of	the	completion	rate	and	error	
rate	for	transactional	task	categories.	With	regards	to	the	time	required,	users	who	
are	unable	to	finalize	the	task	will	cease	due	to	an	error	and	subsequently	become	a	
partially	successful	task.	
Overall	relative	efficiency=(Total	time)/(Total	task	x	Number	of	participants)	
Pt	=	13.308/13.374	
Pt	=	99,51%	

The	 computation	 of	 the	 total	 comparative	 effectiveness	 yields	 a	 temporal	
proportion	 of	 99.51%	 among	 individuals	 who	 satisfactorily	 accomplish	
assignments.	

Table	4.	Problem	finding	
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Problem	 C	 I	 F	 P	
Participant's	card	number	is	unknown	 4	 4	 1	 9	
Biometric	verification	is	blocked	because	it	has	taken	
three	pictures	

3	 4	 2	 8,5	

Filling	in	the	mobile	number	verification	code	gets	an	
error	message	that	the	request	was	rejected	without	
giving	a	reason	and	solution	

3	 3	 2	 7,5	

	
Information:	
(C)	Critical	level	is	categorized	as	(1)	Low,	(2)	Moderate,	(3)	High,	(4)	Very	high.	
(I)	 The	 Impact	 Score	 is	 categorized	 as	 1	 –	 suggestions	 from	 users,	 2	 –	 minor	
problems	have	little	impact,	3	-	major	problems	have	frustrating	effects	and	delays,	
4	-	obstacle	blockers	prevent	users	from	completing	tasks.	
(F)	The	score	for	the	frequency	of	occurrence	of	problems	is	categorized	based	on	
the	percentage	at	1	–	below	25%,	2	between	25%	-	50%,	3	between	50%	-	75%	and	
4	above	75%.	

As	per	the	results	obtained	from	the	task	scenario	analysis,	it	is	evident	that	
there	exist	a	number	of	impediments	that	need	to	be	addressed	on	a	priority	basis	
for	enhancing	the	application	development	process.	Some	of	the	major	challenges	
identified	 include	 unidentified	 card	 numbers	 of	 participants	 (9),	 biometric	
verification	getting	blocked	after	three	attempts	(8.5),	and	encountering	an	error	
message	 while	 entering	 the	 cellphone	 number	 verification	 code,	 without	 any	
rationale	or	resolution	explanation	(7.5).	

	
3. Post-Test	Interview	Analysis	

Individuals	utilize	the	application	for	various	purposes,	including	professional	
obligations,	interest	in	membership	details,	and	checking	the	account	balance.	These	
motives	are	associated	with	the	informative	capabilities	offered	by	the	application.	
Users	 hold	 diverse	 viewpoints	 when	 it	 comes	 to	 utilizing	 the	 application.	 The	
general	consensus	is	that	the	application	is	beneficial,	visually	appealing,	and	user-
friendly.	However,	users	have	varying	opinions	regarding	 the	 functionality	of	 the	
application.	Some	find	 it	challenging	to	navigate,	while	others	 find	 it	effortless	or	
encounter	 some	 obstacles.	 Therefore,	 it	 can	 be	 inferred	 that	 the	 application	 is	
relatively	easy	to	learn,	but	there	are	still	some	limitations	to	its	usage.	

Certain	challenges	faced	by	users	include	discrepancies	in	displayed	balances,	
complexities	 during	 registration	 and	 login	 procedures,	 limitations	 in	 biometric	
verification,	and	restraints	when	submitting	claims.	As	per	user	feedback,	some	of	
these	 issues	 can	 be	 resolved	 independently,	 while	 others	 necessitate	 assistance	
from	external	sources	such	as	visiting	a	branch	office	or	reaching	out	to	the	contact	
center.	

The	application	users	have	reported	that	their	personal	data	is	well-protected	
during	 the	 process	 of	 providing	 it,	 as	 the	 application	 is	 under	 the	 control	 of	 a	
governmental	 institution.	As	per	 the	 feedback	 from	users,	 the	 security	measures	
implemented	 by	 the	 application	 policies	 are	 quite	 stringent,	which	 at	 times,	 can	
make	it	challenging	for	them	to	complete	the	process,	leading	to	a	few	instances	of	
failure.	
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According	 to	 users,	 the	 application's	 level	 of	 responsiveness	 is	 inadequate,	
moderately	satisfactory,	and	has	room	for	further	enhancement.	 In	summary,	 the	
responsiveness	component	of	the	application	requires	improvement.	The	aspiration	
of	users	in	the	development	of	applications	is	to	offer	an	interface	that	is	not	dull,	
ensure	a	prompt	response,	simplify	the	process	of	data	authentication,	and	enable	
accessibility	for	users	with	disabilities.	

The	display	of	the	outcomes	arising	from	the	consequences	of	the	qualitative	
investigation	indicates	that	there	exist	hindrances	that	users	still	encounter	and	are	
unable	 to	 overcome	 on	 their	 own,	 necessitating	 them	 to	 seek	 assistance	 from	
officers	 at	 the	 branch	 office	 or	 contact	 center.	 This	 highlights	 the	 significance	 of	
application	development	by	giving	attention	to	the	findings	of	the	limitations	and	
user	 feedback	 to	 enhance	 the	 entire	 application	 concerning	 providing	 accurate	
information,	furnishing	more	informative	feedback	on	errors	or	failures	that	do	not	
confuse	 the	 user	 and	 impede	 problem	 resolution,	 presenting	 a	 clear	 and	 user-
friendly	interface,	providing	easy	navigation	to	frequently	used	features,	furnishing	
user-friendly	 supportive	 features	 such	 as	 information	 on	membership	 types	 and	
program	benefits	before	becoming	an	application	user,	complaint	services	for	non-
users	to	solve	registration	and	login	problems,	and	supportive	features	for	people	
with	disabilities.	
	
4. Recommendation	

On	the	user	initiation	page,	the	issue	lies	in	the	fact	that	users	are	unable	to	
comprehend	the	vocabulary	presented	by	the	software.	Hence,	a	well-designed	user	
initiation	 page	 must	 be	 presented	 prior	 to	 the	 user's	 registration.	 Potential	
resolutions	that	can	be	executed	include	creating	a	landing	page	for	non-registered	
users,	and	offering	additional	clarification	about	the	software	and	the	advantages	it	
offers.	

On	the	sign-in	page,	it	is	common	for	users	to	overlook	their	password	due	to	
the	lengthy	usage	period	of	over	3	months.	Users	may	find	it	challenging	to	comply	
with	the	password	creation	guidelines	that	require	capital	letters,	lowercase	letters,	
numbers,	 and	 special	 characters.	 To	 address	 these	 issues,	 the	 following	
enhancements	 are	 recommended:	 providing	 the	 option	 to	 sign	 in	with	 a	 Google	
account	or	Apple	ID	to	simplify	the	process	and	minimize	the	likelihood	of	forgetting	
login	 credentials;	 introducing	 a	 user-friendly	 help	 button	 on	 the	 help	 page	 that	
includes	 a	 detailed	 description	 of	 the	 problem	 in	 case	 of	 account	 or	 password	
retrieval	issues;	and	incorporating	a	language	translation	feature.	

On	 the	 sign-up	 page,	 the	 user	 is	 unclear	 about	 the	 distinction	 between	
registering	as	a	new	participant	or	a	new	user.	They	are	also	unsure	about	which	
type	of	membership	 to	 select.	Additionally,	 users	 are	unaware	of	 the	 advantages	
offered	by	each	social	security	program.	To	address	this	issue,	it	is	recommended	to	
provide	 more	 detailed	 instructions	 on	 the	 registration	 process	 and	 information	
about	the	different	programs	and	their	benefits.	Clear	guidelines	should	be	provided	
to	differentiate	between	registering	as	a	new	participant	or	a	new	user.	Additional	
navigation	buttons	should	be	included,	leading	to	program	information	pages	and	
warranty	benefits.	Clear	examples	or	information	should	be	provided	to	assist	with	
membership	segmentation	selection.	Finally,	a	help	center	navigation	option	should	
be	available	to	users	who	require	assistance	with	using	the	application.	
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On	 the	 help	 center	 webpage,	 the	 user	 encounters	 an	 issue	 that	 cannot	 be	
rectified	during	login	and	registration	for	new	users.	Users	seek	brief	and	effective	
solutions	 to	 familiar	 difficulties.	 Users	 encounter	 difficulties	 in	 determining	 the	
status	 of	 their	 grievances.	 Recommendations	 for	 practical	 actions	 include	
introducing	 a	 help	 button	 that	 directs	 non-users	 to	 the	 support	 page,	 which	
incorporates	 the	 contact	 center's	 phone	 function,	 live	 chat,	 and	 complaint	
monitoring.	Moreover,	 to	 assist	 users	 in	 resolving	 their	 concerns,	 the	 frequently	
asked	questions	(FAQ)	function	may	be	included.	

When	 users	 access	 the	 homepage,	 they	 primarily	 seek	 superior	 features,	
particularly	during	their	initial	visit.	They	are	unaware	of	their	membership	details	
and	account	balance.	They	also	lack	comprehension	of	the	terms	and	conditions	of	
each	program.	To	address	these	issues,	it	is	recommended	to	add	navigation	buttons	
to	 the	 menu	 for	 the	 most	 commonly	 used	 functions,	 namely	 viewing	 balances,	
claiming	 program	 benefits	 and	 tracking	 claims,	 accessing	 digital	 cards,	 and	
obtaining	program	information.	Included	a	search	bar	in	the	service	menu.	Displays	
the	complete	balance	held.	Distinguish	between	active	and	 inactive	memberships	
with	unique	indicators.	Incorporated	navigation	buttons	to	clarify	program	details	
and	requirements,	such	as	comprehension,	advantages,	contribution	payments,	and	
claim	submissions.	

The	 user	 encounters	 difficulties	 on	 the	 page	 for	 updating	 data	 and	 claims,	
which	include	inputting	incorrect	data,	uncertainty	about	the	relevant	membership	
to	 be	 filled	 in,	 inability	 to	 locate	 the	 filled-in	 data,	 and	 being	 blocked	 due	 to	
verification	 failure.	 To	 address	 these	 issues,	 it	 is	 recommended	 to	 include	 data	
updates	in	the	list	flow	to	encourage	users	to	complete	them	after	the	listing	process.	
Additionally,	 an	 onboarding	 page	 can	 be	 added	 to	 explain	 the	 advantages	 and	
purposes	of	updating	data,	while	guidance	can	be	provided	on	updating	data	during	
biometric	 verification	 procedures.	 The	 reasons	 for	 biometric	 failures	 can	 be	
explained	to	users,	and	a	help	page	button	can	be	included	for	requesting	a	reset.	
	
5. Implication	

Inconsistency	 between	 the	 Android	 and	 iOS	 operating	 systems	 can	 cause	
confusion	 for	 users	 who	 switch	 devices,	 leading	 to	 the	 need	 for	 adjustment.	
Additionally,	difficulty	in	filling	out	data	can	make	the	application	challenging	to	use.	
Users	expect	ease	and	speed	when	utilizing	the	application,	which	should	be	capable	
of	replacing	physical	service	processes	with	digital	services	to	minimize	user	effort	
in	accessing	social	security	services.	Security	concerns	are	especially	important	for	
applications	 that	 provide	 financial	 transaction	 services.	 Users	 trust	 the	 provider	
organization	to	protect	their	data	and	verify	the	information	provided.		

By	 implementing	 recommendations	 for	 application	 improvements,	 service	
quality	can	be	improved	to	meet	user	needs	and	expectations.	This	can	lead	to	an	
increase	in	the	number	of	services	offered,	optimization	of	existing	resources,	the	
shift	of	operational	burdens	 to	digital	services,	a	reduction	 in	complaints,	and	an	
improved	reputation	for	the	organization.	

	
E. Conclusion	And	Limitation	

The	 investigation	 effectively	 generated	 suggestions	 for	 enhancing	 the	 user	
experience	 on	 service	 applications	 by	 analyzing	 results	 obtained	 from	 UEQ,	
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interviews,	 and	 statistical	 tests.	 The	 recommended	 domains	 for	 correction	 and	
enhancement	of	user	experience	pertain	to	novelty	as	it	still	falls	below	the	average	
benchmark.	 The	 applications	 necessitate	 development	 based	 on	 usability	
assessment,	 which	 is	 indicated	 by	 query	 items	 reflecting	 the	 application's	
sluggishness,	complexity	in	learning,	and	monotonousness.	

According	 to	 the	 assessment	 carried	 out	 on	 8	 participants,	 it	 has	 been	
established	that	the	mean	achievement	rate	for	the	task	under	scrutiny	is	70.14%.	
As	per	the	research	and	development	benchmarks	of	the	Research	and	Development	
of	 the	Ministry	of	Home	Affairs	 from	1991	 [14]	 it	 can	be	 inferred	 that	 the	users'	
accomplishment	in	executing	the	task	falls	within	the	moderately	efficient	bracket,	
which	spans	from	60%	to	79.99%.	

Derived	 from	the	outcomes	of	user	 interviews,	 it	 is	evident	 that	users	exhibit	
diverse	 reactions	 contingent	 on	 their	 individual	 experiences.	 Users	 have	
justifications	for	utilizing	the	services,	primarily	to	acquire	information	regarding	
their	 labor	 union	 membership	 status	 and	 social	 security	 participation,	 such	 as	
accessing	 details	 about	 their	 benefits,	 balance	 amount,	 and	 reported	 wages.	 An	
additional	intriguing	requirement	for	users	is	the	availability	of	digital	services	that	
streamline	the	process	of	filing	claims.	

According	 to	 the	users,	 the	application	 is	 an	 intriguing	 tool	 that	proves	 to	be	
beneficial.	However,	there	are	a	few	who	contend	that	the	application	is	not	user-
friendly	 due	 to	 inadequate	 comprehension,	 errors	 while	 entering	 data,	 and	
complexity	in	operating	it.	The	limitations	faced	by	users	are	predominantly	related	
to	 logging	 in,	 biometric	 verification,	 and	 accessing	 membership	 details	 such	 as	
digital	cards,	balances,	and	wages.	When	encountering	difficulties,	users	feel	that	the	
responses	provided	by	the	application	are	inconsistent.	Some	are	lucid,	while	others	
are	ambiguous	about	what	the	next	step	should	be,	resulting	in	prolonged	response	
times.	Users	desire	that	the	application	is	improved	by	focusing	on	user-friendliness,	
taking	into	account	their	needs	and	preferences,	and	addressing	issues	that	surface	
through	feedback	channels	and	user	reviews.	

The	research	investigates	usability	concerns	related	to	user	experience	during	
interface	interactions.	However,	this	study	does	not	cover	usability	issues	related	to	
application	 and	 database	 services,	 which	 prevents	 us	 from	 identifying	 the	 root	
causes	of	problems	and	their	connection	to	usability	problems	during	user	interface	
interactions.	

The	research	is	specifically	focused	on	evaluating	applications	on	two	platforms,	
Android	and	iOS,	by	gathering	data	through	questionnaires,	task	scenarios,	and	post-
test	interviews.	Failure	to	differentiate	between	the	two	platforms	may	introduce	
evaluation	bias.	

The	 research	 mainly	 evaluates	 existing	 users	 who	 are	 participants	 in	 the	
workers'	 social	 security	 program,	 which	 means	 that	 some	 user	 experiences	 are	
already	 familiar	 to	 them.	External	 factors	 such	as	network	 conditions,	hardware,	
lighting	conditions	that	impact	photo-taking,	and	temperature	conditions	that	affect	
interaction	with	the	touchscreen	display	interface	cannot	be	controlled.	This	study	
has	not	taken	into	account	the	aforementioned	external	factors	in	its	evaluation.	
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