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Abstract. 

Purpose: Dukcapil Banjarbaru is an online-based government agency application used for various public services. 

According to the complaint report from Disdukcapil Banjarbaru, several users have reported similar problems and 

difficulties. The application has received a rating of 3.3 stars from approximately 24.000 users on the Google Play 

Store. Therefore, researchers conducted a user experience analysis using the UEQ methods and a usability evaluation 

using the SUS methods. 

Methods: This research analyzes user experience in applications using the UEQ to identify issues faced by users and 

evaluate usability through the System Usability Scale. The UEQ method is chosen for its efficiency and simplicity in 

assessing user experience within an application. The SUS method is employed because it is an effective approach for 

obtaining reliable statistical data and generating clear and accurate scores. 

Result: The UEQ benchmark results show that the scales for Attractiveness (1.59), Efficiency (1.68), Accuracy (1.66), 

and Stimulation (1.54) are categorized as "Good." The scales for clarity (1.37) and novelty (0.80) are classified as 

"Above Average." Meanwhile, the SUS score of 65 positions the application within the "acceptable" category for the 

acceptability range, the "D" category on the grade scale, and the "OK" category for adjective ratings. This indicates 

that while the Banjarbaru Dukcapil application has good usability, it requires improvements based on the total SUS 

score, which reveals several critical areas with scores below the average (258.4). 

Novelty: In this research, solutions for improvements are provided to Disdukcapil based on each aspect to improve the 

quality of the application, thereby offering better services to users. 
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INTRODUCTION 
The advancement of information technology in Indonesia is currently undergoing rapid growth. The use of 

information technology in public service delivery has become a global trend in improving effectiveness, 

openness, and community involvement in the decision-making process. E-Government represents a 

significant advancement in public administration, involving the use of information and communication 

technology (ICT) as a novel tool to deliver public services more efficiently, transparently, accountably, and 

effectively [1]. Therefore, E-Government serves as a governmental solution in establishing the principles 

of good governance [2]. 

 

Banjarbaru City employs E-Government across various governmental sectors. One such initiative is the 

public service provided by the Disdukcapil Banjarbaru, which features an Android-based mobile 

application developed by the Banjarbaru City Government to enhance community services. The Dukcapil 

Banjarbaru Mobile application is an online government agency information system that facilitates various 

services, including the issuance of Family Cards, Identity Cards, Death Certificates, Marriage Certificates, 

Birth Certificates, Child Identity Cards, and the registration of Population Arrival or Relocation Data 

Collection. 
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Based on observations from the Disdukcapil Banjarbaru website complaint report, several users reported 

similar issues with the Dukcapil Banjarbaru Mobile application, specifically difficulties in logging in and 

confusion regarding the usage flow. Additionally, the Google Play Store rating for the Dukcapil Banjarbaru 

Mobile application is relatively low, namely 3.3 based on feedback from approximately 10,000 users. 

Furthermore, users complained that the Dukcapil Banjarbaru Mobile application is only accessible during 

working hours, specifically from 7 AM to 12 PM. The Disdukcapil Banjarbaru must prioritize user 

convenience in utilizing the application to effectively address the requirements of the Banjarbaru 

community. An application should be to facilitate users in addressing their needs to produce a good user 

experience [3]. To address this issue, researchers analyzed the Dukcapil Banjarbaru Mobile application’s 

user experience by employing the User Experience Questionnaire (UEQ) to measurement of user 

experience quality [4] and the System Usability Scale (SUS) to evaluate usability levels [5]. The use of the 

UEQ method is because it is more efficient and simpler in evaluating the user experience of an application 

[6]. Meanwhile, the SUS method approach was used since it was effective in generating precise and 

unambiguous scores and acquiring dependable statistical data [7]. The UEQ is a method used to measure 

the user experience of a product; the purpose is to enable a quick assessment of the perceived user 

experience [8], [9]. UEQ has been frequently utilized in prior research to assess and describe user 

satisfaction. However, an absence of comprehensive studies exploring the user experience of the Dukcapil 

Banjarbaru Mobile application using qualitative methods that highlight the potential relationship between 

the application's features and user satisfaction. One important factor that determines how effective a product 

and user satisfaction is usability [10], [11]. To determine how easy it is to use the Dukcapil Banjarbaru 

Mobile application, a usability evaluation was conducted to assess user perceptions regarding its ease of 

learning, efficiency, memorability, error frequency, and user satisfaction [12]. The SUS is a subset of 

usability testing that focuses on end-user tests and evaluates software interface interactions. The SUS 

method emphasizes the perspective of end users to generate an evaluation that more accurately represents 

real-world conditions [13].  The SUS questionnaire aims to provide a user perspective on the usability of 

the product and to be completed quickly minimizing the time required from users [14]–[16].  

 

Several previous research have been conducted on User Experience (UX) similar methodologies. In 2022, 

Khuntari conducted research applying the UEQ to the Gojek and Grab applications. The study aimed to 

identify variables that received positive responses and to analyze differences in user experiences that 

influence user preferences [17]. In 2022, Sari and Henim conducted research utilizing the SUS to evaluate 

the Pekanbaru city tourism website. The objective of the research was to measure the quality of the UX 

when using the website [18]. In 2023, Ibrahim et al. conducted research on the OVO application, utilizing 

the UEQ and SUS methods to evaluate the measure of usability and user experience [19]. 

 

According to the problem background presented and previous research, this study aims to evaluate user 

satisfaction with the Dukcapil Banjarbaru Mobile application using the UEQ and SUS methods. This 

research is expected from a combination of these two methods to identify both the positive and negative 

aspects of the application, providing recommendations to enhance the quality of services it offers. 

 

METHODS 

The methodology of this research encompasses multiple stages, as illustrated in Figure 1. 

 

 
Figure 1. Research flow 

 

The initial stage of this paper involves identifying problems through preliminary observations based on the 

Disdukcapil Banjarbaru complaint report and the ratings from the Google Play Store. Furthermore, a 

literature review was conducted to identify theories that could support the research analysis. To accomplish 

this objective, a comprehensive review of relevant methods was conducted, utilizing sources such as books, 

peer-reviewed journals, articles, and prior research studies. 
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This study employed a dual approach: an online survey administered via Google Forms and an offline 

survey conducted at the Disdukcapil Banjarbaru service site. The online approach, utilizing Google Forms, 

enables the application to reach users dispersed across various locations. Conversely, the offline approach 

at the Disdukcapil Banjarbaru service site facilitates the direct collection of data from users engaged in 

population administration processes. The integration of these two approaches is anticipated to yield more 

representative and comprehensive results. Sampling entails selecting a representative subset of the 

population that encompasses both quantity and characteristics [20], [21]. This study used the Slovin formula 

with a margin of error of 10% (0.1). 

 

𝑛 =
𝑁

1+𝑁 ∙ 𝑒2     (1) 

 

𝑛 is the number of samples, 𝑁 is the population size, and 𝑒 is the margin of error. In this study, the 

population of app users was 74,000, resulting in a sample size of 100 respondents. The sample size was 

adequate to ensure measurement consistency, a method proven effective in previous studies [22], [23]. 

 

The questionnaire employed in this study comprises questions pertaining to user identity, 26 elements from 

the UEQ, and 10 elements from the SUS. The UEQ comprises 26 question elements distributed across 6 

rating scales, serving as measurement guidelines. These scales include (1) Attractiveness: an evaluation of 

the user’s overall experience with the product. (2) Perspicuity: an evaluation of the user’s ease of 

understanding and familiarity with the product. (3) Efficiency: an evaluation of the user’s ability to 

complete tasks quickly and effectively. (4) Dependability: an evaluation of the level of control users feel 

during interaction. (5) Stimulation: an evaluation of the user’s level of pleasure and motivation in using the 

product. (6) Novelty: an evaluation of the product’s creativity and innovation in attracting customers [24]. 

The UEQ question elements categorized according to the evaluated scale are shown in Table 1 [9], [19]. 

 

Table 1. UEQ instrument 
Code Elements Scale Code Elements Scale 

ATT1 Annoying Enjoyable Attractiveness EFF4 Organized Untidy Efficiency 

ATT2 Good Bad Attractiveness DEP1 Unpredictable Predictable Dependability 

ATT3 Unlikable Pleasing Attractiveness DEP2 Obstructive Supportive Dependability 

ATT4 Unpleasant Pleasant Attractiveness DEP3 Secure Not Secure Dependability 

ATT5 Attractive Unattractive Attractiveness DEP4 
Meets 

expectations 

Does not meet 

expectations 
Dependability 

ATT6 Friendly Unfriendly Attractiveness STI1 Valuable Inferior Stimulation 

PER1 
Not 

understandable 
Understandable Perspicuity STI2 Boring Exiting Stimulation 

PER2 Easy to learn 
Difficult to 

learn 
Perspicuity STI3 Not interesting Interesting Stimulation 

PER3 Complicated Easy Perspicuity STI4 Motivating Demotivating Stimulation 

PER4 Clear Confusing Perspicuity NOV1 Creative Dull Novelty 

EFF1 Fast Slow Efficiency NOV2 Intentive Conventional Novelty 

EFF2 Inefficient Efficient Efficiency NOV3 Usual Leading edge Novelty 

EFF3 Unpractical Practical Efficiency NOV4 Conservative Innovative Novelty 

 

John Brooke has developed the SUS in 1986 [25]. The SUS questionnaire has 10 statements and a 5-point 

Likert scale to assess the usability of a product. Participants’ responses on the system usability scale range 

from 1 (strong disagreement) to 5 (strong agreement) with the provided statements [26]. The SUS 

questionnaire assesses three critical dimensions: (1) Effectiveness, which evaluates the use of this 

technology in achieving user goals; (2) Efficiency, measuring the effort and user resources expended in 

goal attainment; and (3) Satisfaction, reflecting the overall satisfaction with the user experience [27]. The 

SUS questionnaire is shown in Table 2. 
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Table 2. SUS instrument 
Code Questions 

SUS1 I think I to continue using the Banjarbaru Dukcapil application in the future. 

SUS2 I felt that the Banjarbaru Dukcapil application was too complicated to use 

SUS3 I found the Banjarbaru Dukcapil application easy to use 

SUS4 
I think that I would need the support of a technical person to be able to use this Banjarbaru Dukcapil 

application. 

SUS5 
I evaluate that the functions and features provided in the Banjarbaru Dukcapil application are well-designed 

and thoroughly prepared. 

SUS6 I found the Banjarbaru Dukcapil application to be overly inconsistent. 

SUS7 I think that most people would learn to use this Banjarbaru Dukcapil application very quickly. 

SUS8 I found the Banjarbaru Dukcapil application confusing to use 

SUS9 I felt very confident using the Banjarbaru Dukcapil application. 

SUS10 I needed to familiarize myself first before I could get going with this Banjarbaru Dukcapil application. 

(Source: Supriyadi et al., 2020 [28]) 
 

After completing data collection, the subsequent step involves conducting tests using SPSS to obtain results 

for validity and reliability assessments. The validity test evaluates the degree to which data collected via 

the questionnaire can be deemed accurate and reliable [24], [29]. The validity test involves comparing the 

observed t value with the critical t value. If the t-count exceeds the critical t value, the questionnaire item 

is deemed valid; conversely, if the observed t value is smaller than the critical t value, the questionnaire 

item is considered invalid [30], [31]. The reliability test is used to assess the dependability of the 

questionnaire as a measurement tool [32].  

 

The subsequent step involves processing UEQ and SUS data, commencing with the determination of weight 

values for each respondent’s answers. The weight value is subsequently analyzed following the guidelines 

of the SUS and UEQ to serve as an indicator of user acceptance quality pertaining to user interface and user 

experience [26]. 

 

The data processing using the UEQ method with Data Analysis Tools Version 12 which was downloaded 

from the official UEQ website at https://www.ueq-online.org/, to generate product evaluations for each 

scale automatically after the questionnaire data is entered [33]. The data in the descriptive statistical test 

includes the mean value as the average, minimum as the lowest value, maximum as the highest value, and 

standard deviation to describe the distribution of data and each research variable. The UEQ employs 

specific guidelines for participant responses. After that, the respondent's response data is changed or 

translated to determine the negative and positive values of each response item. The UEQ questionnaire data 

utilizes a 7-point Likert scale, each item on the scale is scored from -3 (fully agreeing with a negative term) 

to +3 (fully agreeing with a positive term) [26], [30]. 

 

Table 3. Conversion scale [6] 
Initial scale 1 2 3 4 5 6 7 

Conversion scale -3 -2 -1 0 1 2 3 

 

Calculation of the Euclidean distance between each data point and each cluster centroid is marked with 

𝑑 (𝑥𝑖 , 𝑐𝑗), where 𝑥𝑖 is the data point for each i-th attribute (𝑖 = 1,2,3, … . . 𝑛) with 𝑖 representing the 

sequence of data point attributes and 𝑛 represents the number of attributes. Meanwhile, 𝑐𝑗 is the centroid of 

each j-th attribute (𝑗 = 1,2,3, … . . 𝑛) with 𝑗 representing the sequence of centroid attributes in the cluster 

(𝑘). Each row of data points and centroids calculates the distance to each of the identical or corresponding 

attributes. Based on the distance calculations, data points are assigned to the cluster nearest to the centroid. 

Once the clusters are formed, the average of each attribute within each cluster is computed to update the 

centroid's position. This process repeats iteratively until no significant changes occur in the cluster 

composition or the movement of data points. After all data points are correctly grouped into their respective 

clusters, the next step involves calculating the SSE (Sum of Squared Errors) value for each k value during 

the application of the elbow method. 

 

Furthermore, the calculation of UEQ values involves determining the mean and variance of responses from 

each participant. Subsequently, the results will undergo group-based analysis, considering the overall scale 

and the assumption scales of Attractiveness, Pragmatic Quality, and Hedonic [34]. 
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Figure 1. Assumption scale [34] 

 

If the impression value lies between -0.8 to 0.8, the evaluation result is considered normal. An impression 

value exceeding 0.8 indicates a positive evaluation, while a value below -0.8 signifies a negative evaluation 

[35]. 

Table 4. Average value scale 
Average Value Result 

> 0,8 Positive 

-0,8 - 0,8 Neutral 

< -0,8 Negative 

 

Subsequently, the evaluation results based on each UEQ scale will undergo analysis using a benchmark. 

Benchmarks serve to compare the outcomes of a product’s user experience evaluation with other 

assessments conducted using UEQ [33]. These benchmark scores facilitate the assessment of product 

performance across various User Experience aspects. The UEQ Benchmark categorizes products into five 

distinct scales [34], [35]: 

1. Excellent: The product evaluated ranks within the top 10% of all results. 

2. Good: The product evaluated outperformed by 10% of the benchmark, while 75% performed worse. 

3. Above Average: The product evaluated exceeds 50% of benchmark results, while 25% perform better. 

4. Below Average: The product evaluated surpasses 50% of benchmark results, with 25% performing 

worse. 

5. Poor: The product evaluated falls within the bottom 25% of all results. 

 

Table 4 shows the standardized benchmark scale across five categories with the average scale values for 

the six UEQ scales [34]. 

Table 5. Benchmark Standard Scale 

Scale 
Category 

E G AA BA B 

Attractiveness > 1,75 > 1,52 > 1,17 >  0,7 ≤  0,7 

Perspicuity >  1,9 > 1,56 > 1,08 > 0,64 ≤ 0,64 

Efficiency > 1,78 > 1,47 > 0,98 > 0,54 ≤ 0,54 

Dependability > 1,65 > 1,48 > 1,14 > 0,78 ≤ 0,78 

Stimulation > 1,55 > 1,31 > 0,99 >  0,5 ≤  0,5 

Novelty >  1,4 > 1,05 > 0,71 >  0,3 ≤  0,3 

 

The calculation of the SUS value begins by adjusting each response to odd-numbered questions, subtracting 

one from the scale value, as shown in Equation 1. 

 

𝑜𝑑𝑑 𝑤𝑒𝑖𝑔ℎ𝑡 =  𝑥𝑖 − 1        (1) 

 

Equation 2 illustrates the conversion for even-numbered questions, where the scale value is subtracted from 

five.  

𝑒𝑣𝑒𝑛 𝑤𝑒𝑖𝑔ℎ𝑡 =  5 − 𝑥𝑖        (2) 

 

The value for each respondent is calculated by summing the converted scale values (odd and even weights) 

and then multiplying the total by 2.5, as demonstrated in Equation 3. 
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𝑡𝑜𝑡𝑎𝑙 = (𝑜𝑑𝑑 𝑤𝑒𝑖𝑔ℎ𝑡 + 𝑒𝑣𝑒𝑛 𝑤𝑒𝑖𝑔ℎ𝑡) ∗ 2,5      (3) 

  

The final SUS score is derived by summing the individual scores of all respondents and then dividing by 

the total number of respondents to compute the average SUS score, as illustrated in Equation 4. 

 

𝑥̅ =
∑ 𝑥

𝑛
           (4) 

 

 𝑥̅ = average result  
∑ 𝑥 = total item value per scale  

n = number of respondents  

 

The final SUS score provides a comprehensive overview of the system’s usability with standardized 

interpretations that categorize the scores into three perspectives: Acceptability Ranges, Grade Scales, And 

Adjective Ratings. There are three levels of acceptability: not acceptable, marginal, and acceptable. The 

grading scale includes A, B, C, D, and F. The Adjective Ratings range from worst imaginable, poor, ok, 

good, excellent, to best imaginable [7]. 

 

RESULTS AND DISCUSSIONS 

Result 

The distribution of questionnaires in this study resulted in a total of 100 respondents, with 37 respondents 

participating online and 63 respondents participating offline. The characteristics of the respondents were 

categorized according to their age, gender, domicile, occupation, and use of apps. The results of the 

respondent characteristics are presented in Table 6. 

 

Table 6 Participant's characteristics 
Characteristics Category Frequency Percentage Characteristics Category Frequency Percentage 

Gender 
Male 48 48% 

Occupation 

Student 27 27% 

Female 52 52% Swasta 24 24% 

Age 

18 - 25 

years 
45 45% Entrepreneurs 3 3% 

26 - 30 

years 
12 12% Housewife 16 16% 

30 - 35 

years 
17 17% Public Servant 6 6% 

35 - 40 

tahun 
8 8% 

Academic 

Personnel 
5 5% 

>40 years 18 18% Retire 1 1% 

Domicile 

Landasan 

Ulin 
23 23% Etc 18 18% 

Banjarbaru 

Utara 
25 25% 

App Usage 

Identity cards 46 46% 

Banjarbaru 

Selatan 
27 27% Family cards 28 28% 

Cempaka 10 10% 

Population 

Arrival / 

Relocation 

Data 

Collection 

14 14% 

Liang 

Anggang 
10 10% 

Child Identity 

Cards 
10 10% 

Unknown 5 5% 
Death 

Certificates 
2 2% 

 

Discussion 

Validity and reliability test 

Validity and reliability testing in this study was conducted using SPSS Version 23 software tools. The 

validity test for the UEQ and SUS is conducted by modifying the elements based on the data obtained from 

the questionnaire responses. As implemented in prior research employing similar techniques [16], this 

adjustment involved converting initially negative question elements into positive ones. The validity test in 

this study involved 100 respondents with a confidence level of 5% or 0,05 [19], [24], [25], [31], requiring 

the observed r value to exceed the critical r value of 0.195. The method used for the validity test is Pearson's 

bivariate correlation. According to the data presented in Tables 7 and 8, the UEQ and SUS validity test 
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results for all elements are confirmed to be valid, as the calculated correlation coefficient exceeds the 

observed r value from the r table value. 

 

Table 7. UEQ validity result 
Attractiveness 

Code The observed r value  The critical r value Result 

ATT1 0,659 

0,195 valid 

ATT2 0,738 

ATT3 0,848 

ATT4 0,629 

ATT5 0,829 

ATT6 0,800 

Perspicuity 

Code The observed r value  The critical r value Result 

PER1 0,858 

0,195 valid 
PER2 0,846 

PER3 0,836 

PER4 0,846 

Efficiency 

Code The observed r value  The critical r value Result 

EFF1 0,756 

0,195 valid 
EFF2 0,816 

EFF3 0,774 

EFF4 0,849 

Dependability 

Code The observed r value  The critical r value Result 

DEP1 0,733 

0,195 valid 
DEP2 0,808 

DEP3 0,824 

DEP4 0,844 

Stimulation 

Code The observed r value  The critical r value Result 

STI1 0,725 

0,195 valid 
STI2 0,849 

STI3 0,712 

STI4 0,825 

Novelty 

Code The observed r value  The critical r value Result 

NOV1 0,830 

0,195 valid 
NOV2 0,27 

NOV3 0,822 

NOV4 0,829 

 

Table 8. SUS validity result 
System Usability Scale 

Code The observed r value  The critical r value Result 

SUS1 0,531 

0,195 valid 

SUS2 0,676 

SUS3 0,773 

SUS4 0,626 

SUS5 0,520 

SUS6 0,601 

SUS7 0,666 

SUS8 0,779 

SUS9 0,676 

SUS10 0,662 

 

The reliability test is performed by examining the Cronbach’s Alpha value for each variable [36]. According 

to the data presented in Tables 9 and 10, the reliability test results for all elements in the UEQ and SUS are 

confirmed to be reliable, with Cronbach’s Alpha value exceeding 0.60 [37]. 
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Table 9. UEQ reliability result 
Scale Cronchbach’s Alpha Standard Value Result 

Attractiveness 0,844 

0,60 Reliable 

Perspicuity 0,866 

Efficiency 0,811 

Dependability 0,809 

Stimulation 0,777 

Novelty 0,843 

 

Table 10. SUS reliability result 
Cronchbach’s Alpha N of elements Result 

0,842 0,60 Realible 

 

Evaluation results using the UEQ 

The data processing stage includes transforming the original data and subsequently calculating the mean 

score for each user experience aspect. The average value scores for each item are presented in Table 11. 

Meanwhile, the average value by aspect is presented in Table 12. The table shows the Novelty scale falls 

within the yellow area, indicating a neutral value, whereas the Attractiveness, Perspicuity, Efficiency, 

Dependability, and Stimulation scales of the Dukcapil Banjarbaru Mobile application are in the green area, 

signifying a positive value. Subsequently, the results of the UX evaluation are presented in Figure 3. 

 

Table 11. Average value for each element 
Code Mean Variance Std. Dev. Scale Code Mean Variance Std. Dev. Scale 

ATT1 1,6 1,7 1,3 Attractiveness ATT3 1,4 2,0 1,4 Attractiveness 

PER1 1,6 2,3 1,5 Perspicuity NOV3 0,4 3,1 1,8 Novelty 

NOV1 0,9 2,9 1,7 Novelty ATT4 1,6 1,3 1,1 Attractiveness 

PER2 1,3 3,2 1,8 Perspicuity DEP3 1,9 1,5 1,2 Dependability 

STI1 2,0 2,1 1,5 Stimulation STI4 1,4 2,1 1,4 Stimulation 

STI2 1,1 2,8 1,7 Stimulation DEP4 1,5 2,0 1,4 Dependability 

STI3 1,6 1,5 1,2 Stimulation EFF2 1,9 1,6 1,3 Efficiency 

DEP1 1,3 2,2 1,5 Dependability PER4 1,2 3,0 1,7 Perspicuity 

EFF1 1,6 2,3 1,5 Efficiency EFF3 1,7 1,7 1,3 Efficiency 

NOV2 0,7 3,0 1,7 Novelty EFF4 1,6 2,1 1,5 Efficiency 

DEP2 1,8 1,5 1,2 Dependability ATT5 1,5 1,8 1,3 Attractiveness 

ATT2 1,6 2,3 1,5 Attractiveness ATT6 1,9 1,3 1,1 Attractiveness 

PER3 1,4 2,6 1,6 Perspicuity NOV4 1,2 3,2 1,8 Novelty 

 

Table 12. Average value by aspect 
UEQ Scale (Mean and Variance) 

Attractiveness 1,590 0,98 positive 

Perspicuity 1,368 1,99 positive 

Efficiency 1,675 1,31 positive 

Dependability 1,655 1,07 positive 

Stimulation 1,540 1,35 positive 

Novelty 0,795 1,95 neutral 

 

 
Figure 2. Dukcapil banjarbaru mobile benchmark result graph 

 

The UEQ benchmark results for the Attractiveness scale yielded a mean score of 1.59, which is categorized 

as ‘Good’. This places the application within the top 10%-25% of benchmark results, indicating a generally 

positive user experience. According to the average score of each element in each scale, which reflects 

respondents' assessments as shown in Table 1 and previous research [8], the results suggest that the 

Dukcapil Banjarbaru Mobile application is perceived as enjoyable, favorable, pleasing, attractive, and user-
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friendly by a majority of users. The Perspicuity scale yielded a mean score of 1.37 and was categorized as 

‘Above Average’, indicating that while 25% of benchmark results performed better, respondents generally 

find the application easy to understand. The Efficiency scale yielded a mean score of 1.68 and was 

categorized as ‘Good’, indicating that the application effectively supports users in completing tasks 

practically and efficiently, with its performance surpassing that of 75% of benchmarked results. The 

Dependability scale yielded a mean score of 1.66 and was categorized as ‘Good’, indicating that 

respondents perceive the application as reliable, secure, and capable of meeting their expectations. The 

stimulation scale yielded a mean score of 1.54 and was categorized as ‘Good’, indicating that the Dukcapil 

Banjarbaru Mobile application can motivate some respondents when using it. Finally, the Novelty scale 

yielded a mean score of 0.80 and was categorized as ‘Above Average’, indicating that while 25% of 

benchmark results surpassed it, respondents generally recognize the application as relatively innovative and 

distinctive in its features.  

 

Evaluation results with SUS 

After collecting all questionnaire responses, the researcher transformed the data of each respondent and 

computed the mean SUS score. Subsequently, the final score can be utilized to evaluate whether the system 

is rated as good or not. Table 13 presents the results of calculating the mean SUS score for each respondent 

with the final SUS score from 100 respondents being 65. Subsequently, the results of the SUS evaluation 

are presented in Figure 4. The interpretation of the SUS score of 65 indicates an acceptability range in the 

‘acceptable’ category, a grade scale level of ‘D’, and an adjective rating of ‘OK’.  

 

Table 13. Results of SUS value calculation 
R Total Score R Total Score R Total Score R Total Score R Total Score 

1 23 57,5 21 28 70 41 24 60 61 35 87,5 81 23 57,5 

2 28 70 22 36 90 42 28 70 62 22 55 82 28 70 

3 29 72,5 23 25 62,5 43 16 40 63 25 62,5 83 24 60 

4 21 52,5 24 40 100 44 36 90 64 22 55 84 23 57,5 

5 27 67,5 25 34 85 45 24 60 65 26 65 85 21 52,5 

6 39 97,5 26 35 87,5 46 32 80 66 28 70 86 14 35 

7 26 65 27 29 72,5 47 30 75 67 29 72,5 87 27 67,5 

8 19 47,5 28 14 35 48 21 52,5 68 21 52,5 88 18 45 

9 11 27,5 29 29 72,5 49 25 62,5 69 16 40 89 33 82,5 

10 31 77,5 30 30 75 50 30 75 70 26 65 90 23 57,5 

11 34 85 31 23 57,5 51 27 67,5 71 22 55 91 23 57,5 

12 21 52,5 32 28 70 52 26 65 72 19 47,5 92 26 65 

13 33 82,5 33 31 77,5 53 35 87,5 73 18 45 93 25 62,5 

14 31 77,5 34 34 85 54 23 57,5 74 28 70 94 24 60 

15 24 60 35 27 67,5 55 22 55 75 22 55 95 27 67,5 

16 18 45 36 40 100 56 23 57,5 76 26 65 96 26 65 

17 34 85 37 29 72,5 57 32 80 77 13 32,5 97 14 35 

18 38 95 38 29 72,5 58 19 47,5 78 18 45 98 18 45 

19 22 55 39 28 70 59 27 67,5 79 19 47,5 99 27 67,5 

20 29 72,5 40 26 65 60 25 62,5 80 30 75 100 17 42,5 

Average Score (End Result) 

65 

 

Table 14 Calculation results of SUS questions 
Code Score Total Code Score Total 

SUS1 290 SUS6 250 

SUS2 282 SUS7 257 

SUS3 298 SUS8 258 

SUS4 271 SUS9 288 

SUS5 283 SUS10 161 

Average Score 

258,4 

 

 
Figure 3. Final result of SUS 
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The SUS analysis shows that the Banjarbaru Dukcapil application has a fairly good level of usability to 

use, but still has some weaknesses that need to be improved based on the total score of SUS questions 

shown in Table 14. The table identifies several critical areas with below-average scores (258.4) that require 

improvement to enhance the user experience of the Dukcapil Banjarbaru Mobile application. These areas 

can be summarized as follows: 

1. Question Q4 has a below-average score of 271, indicating that users experience difficulty in 

understanding and using the application independently. The solution to this issue involves simplifying 

the user interface to be more intuitive and consistent, thereby making it easier for users to understand 

and use the application independently, without requiring technical assistance. 

2. Question Q6 scored below average with a score of 250, indicating that users perceived inconsistencies 

in the interface. Question Q8 scored close to average with a score of 258, suggesting that users found 

the application confusing. The resolution of these two issues can be achieved by enhancing the 

consistency of design elements and navigation within the application, thereby reducing user confusion. 

3. Question Q7 scored close to average with a score of 257, indicating that a significant portion of users do 

not quickly comprehend the application’s usage. The resolve this issue, the user guide should be updated 

to ensure understood by all users. This can be achieved by incorporating illustrative images alongside 

textual Results. 

4. Question Q10 has a score of 161 which is significantly below the average, suggesting that users require 

additional time to familiarize themselves with the application. The resolve this issue, enhancements 

should be made across all aspects, including interface design, service quality, and security measures. 

 

CONCLUSION 

This study aims to evaluate user satisfaction with the Dukcapil Banjarbaru Mobile application by applying 

the User Experience Questionnaire (UEQ) and System Usability Scale (SUS) methods. The benchmark 

results from the UEQ indicate that the Dukcapil Banjarbaru Mobile application has a generally favorable 

user experience, with average scores of 1.59 for attractiveness, 1.68 for efficiency, 1.66 for accuracy, and 

1.54 for stimulation, all categorized as "Good." These results suggest that respondents find the application 

appealing, efficient, accurate, and motivating to use. Clarity and novelty received scores of 1.37 and 0.80, 

respectively, classified as "Above Average," indicating that the application is relatively easy to understand 

and considered innovative by users. SUS analysis indicates that the score is 65, which falls into the "D" 

category on the grade scale and the "OK" range for adjective ratings, suggesting that the application’s 

usability is below average and users experience some dissatisfaction. To enhance user convenience, 

developers can utilize the recommendations from the evaluation results of this research. These 

recommendations include ensuring design consistency by avoiding the duplication of application menus, 

thereby making navigation more efficient. Update the user guide by adding illustrative examples or 

providing a dedicated menu to enable users to access information independently without requiring technical 

assistance. Additionally, to enhance the application's quality of service, it is recommended to implement an 

informative error notification mechanism for file upload failures without redirecting the user to the main 

menu. Furthermore, system improvements should be made to prevent automatic logouts, particularly when 

the user is completing a form. 

 

This study supports the development of digital services at Disdukcapil Banjarbaru by enhancing community 

access to essential administrative services. Resolving the identified issues will bolster the government's 

digital transformation efforts. Enhancements in usability and user experience are anticipated to increase 

user adoption, reduce complaints, and accelerate service efficiency. This study can be used as a foundation 

for further research. The findings can also be used as a benchmark for assessing other e-government 

programs, ensuring that usability and accessibility aspects are fulfilled. The Dukcapil Banjarbaru Mobile 

application's enhancements are expected to set the standard for digital service optimization in other areas. 
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