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One system that can be used to manage and resolve complaints within

Avrticle history the university is the complaint system. The Complaint System that has
Received April 1, 2023 been provided at UPN "Veteran" East Java seems not to be optimal
Revised April 25, 2023 because the service response is slow. The design of the UI/UX
Accepted May 21, 2023 complaint website "Wadulan Ing UPNVJT" was carried out using the

design thinking method in this study, which focuses on potential users
so that they can produce websites that meet user criteria. The purpose

Keywords of designing this website is to produce complaints system designs and
Design Thinking features that suit user needs by rearranging problems and adopting ideas
ui/ux through a direct approach to users. The results of the study are a
Usability Testing complaint system prototype in the form of a display for users and
High-fidelity Protyping admins based on exploring needs and searching for the core problems
Complaint System experienced by users. The approach taken is to use a questionnaire with

a total of 18 samples at the empathize stage and involve 5 respondents
at the testing stage. The conclusion obtained from the test results using
usability testing is that the website that has been designed meets the
user criteria with a percentage result of 94% which can be categorized
as very good.

This is an open access article under the CC-BY-NC-ND license.
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1. Introduction

Indonesia is a country with the most internet users which is experiencing growth every year.
According to the general chairman of APJII, Muhammad Arif during the Indonesia Digital Outlook
2022, at The Westin, Jakarta on Thursday, 09/06/2022 stated that currently approximately 77% of
Indonesian people have access to internet technology. The increase in the number of internet users has
skyrocketed compared to before the pandemic, internet users only reached 175 million, while the
APJII data update, in 2022 internet users in Indonesia will touch 210 million. Which means that there
is an increase of around 35 million internet users in Indonesia [1].

An important element of internet availability is the website. The website can be used as a means
of digitally promoting the company in increasing its revenue. The Indonesian Internet Domain Name
Manager (PANDI) stated that until February 2021 domain.id users reached 500,000 users. This data
is also in line with Exabytes Indonesia's data. Exabytes Indonesia reported that there were 1057
websites registered throughout 2020. This data has increased by 61.6% compared to the previous
year's report[2].

UPN "Veteran" East Java is one of the universities whose complaint service uses internet
technology. Apart from academic information, internet technology is utilized in the form of a
complaint website (SIADU). UPN "Veteran" East Java is a superior university in East Java which was
established on July 5, 1959 known as the Belanegara campus which officially turned into a State
University in 2014 [3]. Currently UPN "Veteran" East Java has thousands of students so that the
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complaint website within the scope of UPN "Veteran" East Java is deemed important to improve
services.

Service is one of the most important factors in creating a smooth teaching and learning process.
One of the supporting factors is managing and overcoming complaints complained by students
regarding the discrepancy between the needs of the services provided by an educational institution
[4].

Complaint reports at UPN "Veteran™ East Java are carried out by filling out a complaint form and
will be replied to in the complainant's email. This has annoyed the academic community a lot because
of the slow response, replies to complaints that cannot be received immediately by the complainant,
and the reporter, of course, does not monitor e-mails continuously. In addition, not many students
know that at UPN "Veteran" East Java a complaint website is provided. Departing from these
problems, a system was created called "Wadulan Ing UPNVJT" which can overcome existing
problems by adding several superior features such as live chat so that reporters can monitor their
complaints only through the website. The purpose of designing the system design is to produce a
complaint system design and features that suit user needs by rearranging problems and adopting ideas
through a direct approach to users. The target of the “Wadulan Ing UPNVJT” website is all the
academic community at UPN "Veteran" East Java with the limitation that only users who have
personal data as part of the academic community at UPN "Veteran" East Java can make complaints.
The platform used is a website-based complaint system.

In improving the complaint system services needed by users, it is necessary to design an interface
or User Interface (UI) and user experience or User Experience (UX)[5]. User Experience (UX) is a
series of aspects related to user experience when using the system which includes how the system
works, what users feel, whether the system is easy to understand, and whether the system is useful for
users[6]. On the other hand, one part of the program that deals directly with the user is called the User
Interface (UI)[7]. UX design aims to create a good user experience by increasing efficiency when
using the system. User experience (User Experience) can provide comfort when users use the system
and wish to use it again [8].

In this study the method to be used is the design thinking method. This method prioritizes designs
that are more user centered and easy to use, and functionality gets better [9].

From the background that has been presented, it can be concluded that the design thinking method
is very suitable for use in designing UI/UX designs because it can provide opportunities for
prospective users to meet appropriate needs to provide user satisfaction when using the website [5].

2. Method

2.1. Design Thinking

The design thinking method was used in this study. The following are the stages of design thinking
[10]:

* Empathize: find and understand what the problem is going on.

* Define: collect problem information obtained.

* Ideate: start to design ideas, to answer problems.

* Prototype: expressing the ideas obtained in the initial realization.

* Test: redefining and adapting to the initial problems encountered.

The following are the steps taken in the research.

[ldeunflcanon Of}%{ Literature }9[ Empathize }9{ Define }

Problems Studies

\

{ Ideate J = { Prototype J = { Test J = bﬁiﬁﬁﬁiﬁs J

Fig. 1. Research Flow
Problem identification is the stage where the researcher explores the problem of potential website
users. The identification was carried out through a direct approach by conducting surveys using
questionnaires and interviews with the parties involved.
Literature study is one of the things that must be applied when conducting research. Literature
study can be done by looking for previous sources that have the same themes and methods as the
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topics raised in the research. In this study, the literature study used is related to UI/UX design,
complaint systems, prototyping, usability testing, and design thinking methods.

Empathize, namely the identification stage carried out to prospective users regarding the system to
be created. This stage is carried out by distributing questionnaires to respondents using several
question criteria related to the problems and needs needed by the user. At this stage it is also explained
about the description of the system as a description of the target users of the system created.

Furthermore define, at this stage the information from the empathize stage is processed to find
various problems experienced by users and then concluded in the form of the core of the problem.
Which is the main problem is mapped in the form of an empathy map.

Then ideate which is the stage of turning the problem into a solution that can be implemented by
the system through discussion in deciding the best solution so that all parties are involved in conveying
ideas and solutions tailored to user needs.

After that the prototype aims to implement the idea in the form of a design to describe the system
as a whole. This prototype will later be tested for feasibility and changes will be made if there are
features that are not in accordance with the requirements. Prototype stages are divided into 2, namely
low-fidelity prototypes and high-fidelity prototypes.

Next is the test phase to test the feasibility of the prototype before the system is released to users.
The tests carried out include several aspects of meeting user needs and determining whether the system
created is in accordance with the original purpose of making the system.

The last stage is the conclusion and suggestions. At this stage conclusions are drawn and also
suggestions that can be given from the results of the research that has been carried out. Preparation of
conclusions aims to explain the outline of the research results. Provision of suggestions aims to convey
research deficiencies or messages for improvement in further research.

2.2. Equations

There is previous research entitled "UI/UX Design Model for Student Complaint Handling
Applications Using Design Thinking Method (Case Study: STMIK Rosma Karawang). The purpose
of this research is to analyze the functional needs of STMIK, the application for student complaints
from Rosma Karawang, using the design thinking method. With the result that the UI/UX design of
the STMIK Rosma Karawang student complaint application was designed using the Mockuplus
Classic tool [11].

As for other previous studies with the title "Application of the Design Thinking Method in the
UI/UX Design Model for Applications for Handling Reports of Loss and Findings of Scattered
Goods". The goal is to build a Ul/UX design model through innovation in the form of a mobile
application specifically designed to deal with lost and found items that are scattered in public places.
The results of this study are to make recommendations in the form of a UI/UX model called
"Kembaliin™ which is a solution related to information needs when handling lost and found items [12].

Another study entitled "Implementation of the Design Thinking Approach Method in Making
Happy Class Applications at the UPI Cibiru Campus". The goal is to provide a solution to the problem,
namely the problem of students and lecturers, by creating an application called "Happy Class" as a
class scheduler and reservation at UPI Cibiru so that there are no more communication problems
between classes. The results of this study are proposing the design of the Happy Class application
using the design thinking method to be implemented [13].

The next previous research was entitled "Application of the Design Thinking Method in the Design
of Applications for Handling Reports of Theft of VValuables at the Sukmajaya Police Station". The
purpose of this research is to design an application to handle reports of theft of valuables in the
Sukmajaya Police area. The result is proposing to design an application for handling reports of theft
of valuables at the Sukmajaya Police Station using the design thinking method to be implemented
[14].

Another previous study entitled "Let's Go to Action Application Design with the Design Thinking
Method" has the aim of creating an application that serves complaints digitally. The results of this
study are that the Ayo BerAksi application is expected to be implemented in the community, but in
fact it still has several obstacles that can be used as input and improvements [15].

The similarities between this study and the five previous studies are the selection of case studies
and the approach used. The case study in previous research is about the complaint system. Meanwhile,
the approach method used is the design thinking method. The difference in this study is that the
complaint system is designed specifically for UPN "Veteran" East Java students and academics, and
is also website-based so that it can be used anywhere and anytime.

User Interface
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The User Interface (UI) is the display that will be encountered by the user when using the
application. Thus, there is interaction between the user and the system such as entering data, giving
orders, and so on until the user can use the system properly[16]. Ul success can be used as a measure
of system success.

User Experience

According to 1SO 9241-210, UX is an analysis of user perceptions when using the system [17].
UX can be a measure of the success of a system, whether the system can be used properly or not.
Design Thinking

Design thinking is the process of trying to understand users, provide assumptions, and come up
with solutions to problems. This method has simple and clear steps and ways of working [18].

3. Results and Discussion

3.1. Empathize
In this study, 17 respondents were involved who were interviewed as students of UPN "Veteran"
East Java, using the media google form.
A List of Questions
The following questions are used to conduct interviews with respondents.
Table 1. A List of Questions

Code .
Question Questions
PO01 Full Name
P002 Student ID Number
P003 Majoring
P004 Did you know that at UPN "Veteran" East Java there is a complaint system?
If you experience problems related to facilities and other problems at UPN
P005 " " i
Veteran" East Java, where do you make complaints?
P006 Have you ever made a complaint at UPN "Veteran" East Java?
If so, what are your complaints when you make a complaint using the
P007 .
website?
P008 Has your complaint received a good response so far?
P009 What important information should be on the complaint website?
P010 In your opinion, what features should be on a complaint website?
PO11 In your opinion, what kind of complaint system do you expect?

The following is the answer received from the respondent.
Answer to Question Code P004

Yes
100%

Fig. 2. Answer to Question Code P004
Based on the respondents’ answers, it can be seen that all respondents know that at UPN "Veteran™
East Java there is a complaint system.
Answer to Question Code P005

Fig. 3. Answer to Question Code P005
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Based on the answers from the respondents, it can be seen that if the respondents experienced
problems related to UPN "Veteran" East Java, only 23% percent of the 17 respondents made
complaints through the complaint website at UPN "Veteran" East Java, namely SIADU.

Answer to Question Code P006

Never
41%

Ever
59%

Fig. 4. Answer to Question Code P005
As many as 59% of the 17 respondents had made complaints at UPN "Veteran" East Java.
Answer to Question Code P007

There
isn't any
9%

Slow
Response
55%

Fig. 5. Answer to Question Code P007
As many as 55% of the 17 respondents complained about the slow response to complaints, 27%
of the server was down, and 9% said that the answers were not very helpful. Meanwhile, 9% of the
17 respondents said that they did not have any complaints when using the complaint website.

Answer to Question Code P008
Yes
(Conditional Yes
- ‘ 60%

Fig. 6. Answer to Question Code P008
As many as 60% of 17 users said that they get a good response from the complaint website.
Answer to Question Code P009

Compaint

Progress 2%
Complaint
Category
26%
Complaint
Flow
27%

Fig. 7. Answer to Question Code P009
Based on the answers from the respondents, the information most desired to be displayed is
regarding the flow of complaints and procedures for complaints.
Answer to Question Code P010

Lihat
Pengaduan
12%

[CATEGOR
Y NAME]
[PERCENTAG
E]

Status of

The

Complaint
24%

Fig. 8. Answer to Question Code P010
Based on the respondents' answers, the most desired feature on the complaint website is the

existence of a complaint form and the status of the complaint (24%), as well as the live chat feature
(22%).
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Answer to Question Code P011

Fast
Server

2% User
Friendly
28%

Fig. 9. Answer to Question Code P011

It can be seen that users expect a complaint system that has a fast response.
3.2.Define

After getting the results from the interview process and getting data from the questionnaire
conducted at the empathize stage, it can be continued at the problem and needs analysis stage. To
solve the problems experienced by users, they must understand the steps that need to be taken in
running a system, so an experience map is needed so that the user's goals in using the system are
achieved. The experience map is mapped in several descriptions in the form of steps, comments,
questions, and ideas, each of which is symbolized by a color as shown in Figure 10.

Users can send complaints Users can choose the
Users must login before | [if there are problems in the "atez::r-' of com l;i.tt& that (Users can view complaints| | Users can reply to admin
filing a complaint UPNVIT environment via | | = - e s replies replies via live chat
= the form will be displayed
How to make complaints What if the user cannot The website will display What if the user is
and complaints can be validate himself as part of the categories of issues confused in using the Is live chat available 24
s ' L that can be complained | | Wadulan Ing UPNVIT hours?
accepted the UPNVIT P =
cepiec: U about webaite?
Users ne_ed to semi proof Complm.:lts can only be Do usfr_s_ueed to lo_g in if o e ersirrare s || ctm e e
of self-validation in the made by the academic they want to make a 2 in the FAQ 2t work-h
form of a KTM or the like | | members at UPNVIT complaint? or sean he B esi-hours
:l : Idea Users must log in if they
l:l . Ste Complaints will be want to make a complaint, Live chat will be replied in
B rejected if the useris not a| [but if they only want to see real time during work-
:l : Comment UPNVIT academic the homepage, then there hours
l:l - Question iz no need to log in

Fig. 10. Experience Map Wadulan Ing UPNVJT
After mapping the steps, an empathy map is needed to be able to determine the main problem that
is the focus of the research. Using an empathy map can make it easier for researchers to make a
decision [19]. The following is an empathy map table in this study.
Table 2. Empathy Map
No Empathy Map Aspects
1 Says

Keterangan
Facilities on campus were damaged
Information and how to complain
Incomplete facilities
Hard to complain to anyone
It took a long time to respond to complaints
Admin response
Complaint flow
Will the complaint be processed?
Has the complaint been conveyed?
What is my complaint by category?
How do you file a complaint?
Will my complaint be responded to?
The complaint process is long
Don’t know what the status of the application is
No reply to complaints
Don’t know where the replies sent
Disappointed that the response was slow
Difficulty communicating 2 way
Doubt whether the complaint will be answered
Search on the FAQs
Ask a friend if anyone has ever filed a complaint
Live chat feature

2 Thinks

3 Feels

4 Does
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Complaint information
Must be logged in to view replies

3.3. Ideate

In the ideating process, a search for solutions to the problems experienced by users is carried out.
The ideate phase is an important stage to adapt user needs to the system to be built. Problem solutions
are based on research through data collected and translated into a system form. To make it easier for
users to run the system, a brief user flow is designed which explains how the system works as a whole
as shown in Figure 11.

Mulai

P Apakah ingin

Berandua;r':at\jj#lan Ing melakukan Daftar/ register »  Login/ masuk
pengaduan?

T Tidak
h 4
Pantau Status . Beranda Wadulan
Te’:‘d;fu”hw Ajuan di Aduan  |e—] P'esn' Zt’drg;n e Ing UPNVIT
P : Saya g setelah login

ry

Fig. 11. User Flow Wadulan Ing UPNVJT
After the user flow is created, it is followed by the process of making a rough website design
(wireframe) which is part of the low-fidelity design to make it easier for developers when design
changes occur and to make it easier to create high-fidelity mockups that are already similar to the
finished website at a later stage. The wireframe design is still in the form of a simple appearance
without a touch of color. The following is a wireframe from the "Wadulan Ing UPNVJT" website,
which is shown in Figure 12.

Logo .
X whate Beranda Alr  Kotontuan Katogori Pengadusnv FAQ  Login

o X ©

Jumbutron

Alur Pengaduan

Lorem Ipsum Is simply Lorem I
dummy text of the durnmy
printing and_ i

L N J L J

Ketentuan Pengaduan
( Lorem Ipsum Is simply dummy text of the I
printing and typesetting industry. Lorem
Ipsum has been
O e l X
Ipsum has baen.

Lorem Ipsum s simply dummy text of the
printing and typeserring indistry. Lorem
Ipsum has bean

Kategori Pengaduan

Lorem Ipsum is simply dummy text of the printing and typesetting industry. Lorem
Ipsum has been the industry's standard dummy text ever since the 15005, when an
unknown printer took a galley of type and scrambled it to make 3 type specimen book.

Logo
Wadulan Lorem Ipsum Is simply dummy
text of the printing and
i

typesetting industry. Lorem
Ipsum has been the industry’s
standard dummy text ever sinee

the 15005, when an unknown
printer tool

i

Ica galley of type and
scrambled It to make a type
specimen book. It has survived
not only five centuries,

Lorem ipsum is simply dummy text

Fig. 12. User Home Wireframe
The website uses the Indonesian language in its appearance, due to make it easier for users,
considering that the users of this website are academic members of UPN "Veteran™ East Java located
in Surabaya, Indonesia.

Silvy Milda P. et.al (The UI/UX Design with)



Information Technology International Journal 30
Vol. 1, No. 1, May 2023, pp. 23-36

The website wireframe is still in the form of a system sketch that can be easily changed if there
are changes. It is important to make a wireframe before moving on to the high-fidelity prototype
stage because with a design, the making of a prototype will be more focused and in accordance with
what is desired.

3.4. Prototype
The prototype stage is the final stage of UI/UX design. The prototype can be used as

communication material for users regarding the form of the system being built. After the low-fidelity
design stage in the ideate section, the prototype stage is the result of user flow validation and the
wireframe that has been created. This stage can be called the high-fidelity stage which contains the
creation of a prototype design by integrating colors, fonts, logos, images, and clearer shapes so that
the visual appearance can be reviewed to understand problems, ideas, and user experience when
interacting with the system.
The following is a high-fidelity prototype display for users using figma.

1) Home Page

g 'V:‘:'::JTLAN Boranda Alur Ketentuan Kategori

Ve <

Ketentuan Pengaduan

Kategori Pengaduan

£3 WADULAN

Fig. 13. Home User Prototype
The home page contains jumbotrons, flows, conditions, and categories that users can scroll
down to.
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2) Complaint Form Page
It must be ensured that the user is part of the academic community at UPN "Veteran" East Java
by proving it in the self-validation section in the form of a file on the form.

g% WADULAN Boranca Alur Kotontuan Kategar Pengaducn- FAQ 8

CERELTNE

Layanan Pengaduan
UPN "Veteran™ Jawa Timur

nrmn lergkap T { e
Frowil Hu, Teskepon
walldios Dirl

Iz Kaluhcin

Laispiran Kejagian

~j WADULAN Ka Media Sosial
e =

i e i

Fig. 14. Coplaint For Prototype
3) Login, Register and Forget Password Page

\\

L\

Login Create New Account
= Already Jegistzrec? Login
Sign in ta sonvieue 4 AAITIV Maw
‘ o ey
NP /B
NN
Pessand
Einail
Estast Fazanes? . b T
s
oo

Forget Password

Naw Passwors

Fig. 15. Login, Register, ad Forget Pasword Prototype
In addition to the display for the user, a high-fidelity prototype design is also provided for the

admin display, which is as follows.
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1) Admin Login Page

Login

Legin sebagoi odrin

2) Admin Dashboard Page

ADMINISTRATOR

Cashboard

=] 2 ] ]
Pangnduan el gl g G Leghar Sedak I grcien e e

2000 1000 250 750
Pengguna

N I e 2080

Fig. 17. Admin Dashboard Prototype
3) Complaint List Page

ADMINISTRATOR Logout

sartar engeauan | DetallPangeduan

Doshbaord
S T w cniten sovm
AR Harn Wokiu n = ail
i e
EES Ie it
ar apanen st sebstat (R el
H g ST WA peeraFK shanehe A Dpmess Cinl

Fig. 18. Complaint List Prototype

4) Complain Details Page

) WADULAN

ADMINISTRATOR Logout

o HE UPHLIT

Cattar Fangaduan { Datall Fengaduan

Doshbaord
@ Detali Pengaduan
Pengaduan
vantee
Pengguna
s
1tz F 2543 U3 3503ATI S AT 223, ESRAMITa Y JaMLFLIC Tet

~—
a tihot gambsor
Langinbaasian ri

8 unstoamon m

Fig. 19. Complain Details Prototype
5) Live Chat Page

ADMINISTRATOR Logout

Eaftar Pangoduan | Detall Fangaduan
Boshbaord

£

Chat

Commmamimm: ] @

o BT

Pengguna

staus

| N meeen

Fig. 20. Live Chat Prototype
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3.5. Testing Using Usabillity Testing
1) Number of Respondents

Based on previous research, that usability testing can be done by taking 5 respondents because 5
people are considered to have given the best results in usability testing (Nielsen, 2000). These 5
respondents are users who have met the criteria as part of the academic community at UPN ""Veteran"
East Java.
2) Testing with Task Scenarios

This stage is to make assignments for respondents, so that respondents can run the website
according to a predetermined path. The tasks given to respondents were 7 tasks. The following is a
task list table.

Table 3. User Tasks List

Task Code Task Task Description

T1 Access the website The user sees the complaint provisions contained on the website
homepage homepage
View the terms, User can see the terms, categories and flow of complaints on the

T2 categories, and home page after logging in and before logging in by clicking on
flow of complaints the navbar

T3 View FAQs User can see a guide to using the website in the FAQ

T4 Registration/login  The user registers and then logs in so he can submit a complaint

TS Fill out the The user fills out the complaint form accompanied by self-

complaint form validation so that the complaint is accepted

T6 View complaint User can see the status of complaints in the details of complaints

status that have been sent in the My Complaints section
T7 View the replyto  User can see the replies to their complaints via the live chat
the complaint feature which is in my complaints section
Reply to The user can reply to the admin's answer in the live chat section
T8 ) . . e
complaints if the complaint submitted is still unclear
T9 Edit account User can edit their accounts on the edit profile page

The user can log out of the account by clicking the logout button

T10 Account logout which is at the top right corner

In addition to testing tasks on user views, tasks are also given to test the flow of the admin view

with the list of tasks in table 4.
Table 4. Admin Tasks List

Task Code Task Task Description
T1 Login Admin can login first in order to access the system
. Admin can see the core of the system through the
T2 View dashboard page dashboard display that has been provided
View a list of The admin can see the amount of complaint data that has
complaints, details of  entered on the complaint list page, each of which has a
T3 complaints, change complaint detail button to view complaint details and

complaint status, and  reply to chats sent by the users
reply to chat users

Admin can access a list of users who have logged in on

T4 View user data the “Wadulan Ing UPNVJT” website

T5 Logout Admin can logout if his business is finished

3) Testing with a Questionnaire

The testing stage uses a usability testing technique based on Nielsen along with the technique
used, namely relative percentage analysis to interpret data in the form of percentages generated by
research on respondents. The testing aspects used in usability testing include: learnability, efficiency,
memorability, errors, and satisfaction.

The test begins with determining the weighting scale table as shown in table 5.
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Table 5. Weighting Scale

Scale Information Score Percentage
SA  Strongly Agree 5 80-100%
A Agree 4 60-79%
N Neuteral 3 40-59%
D Disagree 2 20-39%

SD  Strongly Disagree 1 0-19%

Based on the percentage weighting, calculations are carried out using the percentage formula
proposed by Anas Sudjino, namely as follows.

P = %xlOO%

P = Percentage
f = Frequency
N = Number of Frequencies
The test was carried out by applying several aspects with a total of 15 questions. The following
are the results of the usability testing that has been carried out on the appearance of the “Wadulan
Ing UPNVJT” website, namely in table 6.
Table 6. Usability Testing Calculation Results

Testing Value

No Aspect/ Statement SA A N D SD Percentage
G @& 6 @ O

Learnability Aspect

1. This website is easy to understand 4 1 0 0 0 96%
2. The text used is easy to read and understand 5 0 0 0 0 100%
3. Symbols, icons and images are easy to understand 5 0 0 0 0 100%
4.  Existing menu options are easy to understand 4 1 0 0 0 96%
Efficiency Aspect
5 Lg:(r; quickly find the information and goals that | 3 5 0 0 0 92%
6. It doesn't take long to view each page 5 0 0 0 0 100%
7 gc]een;i;ftions, displays complete information in 3 5 0 0 0 92%
Memorability Aspect
8. I can master the use of this website 5 0 0 0 0 100%
9. I remember the flow of this website 4 1 0 0 0 96%
10. : \Ij:ac;]\{[vt\c/)vr:li;h key to press to execute the command 3 5 0 0 0 92%
Errors Aspect
There is a clear message when the user presses
1 e (@eamletecolat 5 2 0 0 0 om
users who have not logged in)
12.  There are no wrong buttons or features 1 3 1 0 0 80%

Satisfaction Aspect
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13. Do you like the look and features of this website? 2 3 0 0 0 88%
14. Do you want to use this website? 3 2 0 0 0 92%
15. Can the appearance anql feature_s of this website 4 1 0 0 0 96%

help you, according to its function?
Total Percentage (%0) 94%

Based on the results of the Likert scale calculation above, it is known that of the 5 respondents,
the total percentage produced is 94% which can be categorized as Very Good.

4. Conclusion

The application of the design thinking method to the UI/UX design of the “Wadulan Ing UPNVJT”
website is considered very suitable because the method focuses on potential users, so that the designed
website can improve user experience. The results of this study are in the form of a prototype that fits
the user's needs. This is evidenced by the usability testing conducted at the final stage of design
thinking in the form of a percentage of the results of the calculation of the Likert scale taken from
several respondents with a percentage result of 94% which indicates the Very Good category.

The author's suggestion for further research with the same theme is that researchers can expand the
range of respondents when conducting testing at the final stage of design thinking. This is because so
that researchers can find out in more detail related to system requirements that match the user's criteria.
So that the system built will increase the usefulness of the user.
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