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Abstract 

This study aims to evaluate the Usability of the Shopee Food application using Usability Testing (UT) and the 
System Usability Scale (SUS) methods. The backdrop of this research is the significance of information 
technology in daily life, particularly in the use of mobile applications that facilitate various human activities. 
Shopee Food, as one of the popular food ordering applications in Indonesia, was chosen as the research 
object. Despite having a significant market share, the application still faces challenges in terms of navigation 
and ease of use. The methodology employed in this study includes a qualitative approach through UT 
conducted on 5 new users and a quantitative approach through SUS questionnaires filled out by 30 
experienced Shopee Food application users. UT was conducted to identify issues faced by new users while 
using the application, whereas the SUS questionnaire was used to measure the satisfaction level of active 
users. The results indicate significant Usability issues with the Shopee Food application, particularly regarding 
the addition of vouchers and changing payment methods, which often confuse users. However, in terms of 
Learnability, Efficiency, Errors, and Satisfaction, the application demonstrates good performance. The 
Success Rate reached 98.57%, indicating users could complete tasks effectively. The average Time-Based 
Efficiency was 0.049 goals per second, the Error Rate at 22.8% is considered low, and the SUS score of 70 
is above average, indicating a satisfactory level of user satisfaction. The conclusion of this study is that 
despite some Usability issues, the overall Usability level of the Shopee Food application is good. This research 
suggests improvements in the voucher addition feature and payment methods, as well as continuous Usability 
evaluations to ensure the application remains user-friendly and efficient. 
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1. Introduction 

The development of digital technology has had a significant impact on the way consumers interact with 
various services, for example: the use of educational platforms (Pakaja, et al., 2024), learning media (Gan 

et al., 2015), technology acceptance (Taherdoost, 2018) and the most well-known is the use of e-commerce 

(Demirkan, 2015) and social media in ordering food (Leung & Loo, 2022); (Liu & Lin, 2020); (Shaeeali et al., 
2020). Platform-based food ordering applications such as Shopee Food are one example of an application 

that is increasingly popular among users (Alail & Pertiwi, 2022); (Wilujeng et al., 2022). Md Saad et al (2023) 
argue that Shopee Food offers various features, ranging from food ordering, digital payments, to real-time 

delivery tracking. Although this application is designed to provide convenience for its users (Fersellia et al., 

2023), the quality of the user experience (UX) remains an important factor in determining the level of 
customer satisfaction and loyalty (Badran & Al-Haddad, 2018); (Kujala et al., 2011). 

Previous findings have explained the importance of usability measures in a food ordering application in 
providing services to its consumers (Fakri et al., 2022); (Mitra & Debnath, 2023); (Taimouri et al., 2019). 

Usability or usefulness of an application is one of the main aspects in the UX assessment (Rusu et al., 2015), 
which measures how effective, efficient, and satisfying an application is used by its users (Ntoa, 2024). Good 

usability evaluation can help application developers identify problems that hinder convenience and efficiency 

of use (Fernandez et al., 2011). One method that is often used to evaluate application usability is Usability 
Testing (UT) (Ghasemifard et al., 2015), which involves direct testing with users to obtain feedback on the 
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user experience (Abuaddous et al., 2022). In addition, the System Usability Scale (SUS) is a standard 
instrument that can provide a quantitative assessment of the level of usability of a system based on user 

perception (Vlachogianni & Tselios, 2022). 

This study aims to evaluate the usability of the Shopee Food application using two main methods, namely 
Usability Testing and the System Usability Scale (SUS). Through Usability Testing, this study will identify the 

obstacles faced by users in using the Shopee Food application and gain direct insight into user interaction 
with the application interface. On the other hand, the use of SUS will provide a numerical measure of overall 

user satisfaction with the usability of the application, which can be used as a reference for further 
development. The results of this evaluation are expected to provide useful recommendations for the Shopee 

Food development team to improve the quality of the application, especially in terms of usability, so that it 

can improve the user experience and support the sustainability of the application in a highly competitive 
market. 

2. The Art of Research 

Research on the evaluation of the Usability of food ordering applications has grown rapidly in recent years, 

focusing on various platforms and measurement methods. One of the prominent studies is the one conducted 

by Juliá-Nehme & Rosell (2024) entitled “Interaction and Design Barriers for Older Adults in Food Delivery 
Apps: A Usability Study”. This study applies the Nielsen Usability measurement model to evaluate the usability 

of two Food Delivery Apps (FDAs) for older adults. The results of the study revealed that test participants 
could perform the task but were not efficient because it took a long time to perform their first task on the 

application and enter the marketing in the basket. In addition, Learnability and Satisfaction are significant 

factors that affect Usability. Another study by Mitra & Debnath (2023) in “A Set of Usability Constructs and 
Indicators for UI/UX Research on Mobile Food Ordering Applications in India” uses the System Usability Scale 

(SUS) to measure the level of usability of fast food ordering applications. The result shows that UX/UI usability 
constructs along with a set of indicators that define each of them specifically for MFOAs, are proposed, 

tested, and validated for use in usability testing. UX/UI can serve as a general guideline for designing user 
interfaces. 

 

 
 

 
 

 

 
 

 
 

 
 

 

 
 

 
 

Figure 1 Research Flow Diagram 

 

These studies show the importance of Learnability and Satisfaction factors in determining the Usability of 

food ordering applications, while other factors such as Efficiency, Memorability, and Errors require further 
research to determine their significant impact. However, there are still gaps in this research, especially in the 

evaluation of the Usability of the Shopee Food application which has not been widely explored. This study 
aims to fill the gap by identifying Usability problems in the Shopee Food application and evaluating the level 

of Usability using the System Usability Scale (SUS) and Usability Testing methods. This study will focus on 

four main components of Usability: Learnability, Efficiency, Errors, and Satisfaction. 
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In developing the research hypothesis, we consider the results of previous studies that show that Learnability 
and Satisfaction are significant factors. The hypothesis in this study is formulated as follows: 

H1: There are no usability problems with the Shopee Food application 

H2: The usability level of the Shopee Food application is above average 

3. Method 

The steps of the research methodology (see Figure 1) start from literature study, evaluation implementation, 
evaluation data analysis, to drawing conclusions and recommendations for further research. This study uses 

a library research method that utilizes various sources of information available in the library, such as books, 
previous theses, journals, articles, and websites that are relevant to the research topic. This method allows 

researchers to collect initial data that is useful as a basis for further research, especially in the Usability 

Evaluation of the Shopee Food application. The data collected consists of qualitative and quantitative data 
which are then analyzed in depth to gain a better understanding of the user experience of the application. 

Usability Testing is the main tool in this study to identify usability problems that may arise and to measure 
the level of user ease in completing tasks, speed of information access, and user error rates when using the 

application. According to Lin et al (1997) state that usability Testing is an evaluation method used to measure 

ease of use in interacting with an information system. This test was conducted on five new users who had 
no previous experience with the Shopee Food application. According to Nielsen (Gonzalez-Holland et al., 

2017), Involving more than 5 participants can waste unnecessary time and energy. This is because 
participants tend to find similar problems with other participants repeatedly. Data obtained through direct 

observation and interaction with users aims to provide deeper insight into the user experience and features 

that require improvement or enhancement in the design and functionality of the Shopee Food application. 
Before conducting Usability Testing, pre-testing interviews were conducted to select test participants who 

met the specified requirements. According to Nielsen (2012), there are several requirements for test 
participants that are generally applied, namely (1) representative demographics, (2) physical conditions that 

allow for the use of the application without obstacles, (3) daily use of hardware and software, (4) goals that 
are relevant to the use of the application. After selecting participants, a goal-based or task-based task 

scenario is given to participants to identify usability problems and measure the level of ease of users in 

completing tasks. 
During the implementation of Usability Testing, researchers minimize intervention to maintain the validity of 

the data. Participants are not given specific steps to complete the task and are not allowed to ask about 
specific steps during testing. User activity was recorded using the Screen Recorder application for further 

analysis. After completing the task, a post-testing interview was conducted to obtain relevant data regarding 

issues that arose during the use of the application. This data helps identify issues experienced by users and 
provides an overview of the Learnability, Efficiency, and Error aspects. 

In addition to Usability Testing, the SUS (System Usability Scale) questionnaire was used to measure the 
level of user satisfaction with the Shopee Food application. This questionnaire was distributed online using 

Google Form to 30 active Shopee Food users. The data collected included demographic information of 
respondents and statements related to user satisfaction. User satisfaction statements consist of 10 

statements. This questionnaire uses a Likert scale assessment with a value of 1-5 for each statement, namely 

(1) strongly disagree, (2) disagree, (3) neutral, (4) agree, and (5) strongly agree. Data analysis was carried 
out using the SUS Score calculation which provides insight into the level of user satisfaction from various 

aspects. Table 1 is a questionnaire given to respondents. 
Table 1 List of SUS Questionnaire Statements 

No Declaration 

1 I think I will use this app again 

2 I find this app complicated to use 

3 I find this app easy to use 

4 I need help from another person or technician in using this application 

5 I feel like the features of this app work as they should 

6 I feel like there are a lot of things that are inconsistent (don't match up with this app) 

7 I feel like other people will understand how to use this app quickly 

8 I find this app confusing 
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9 I feel there is no barrier in using this application 
10 I need to get used to it first before using this application 

 
After obtaining data from usability testing, interviews, and questionnaires, the data is processed and analyzed 

to obtain evaluation results. The analysis carried out from the evaluation results is qualitative and quantitative 
analysis. The data used to conduct qualitative analysis is usability testing data and interview data conducted 

on test participants who carry out usability testing. The results of the interviews will be identified to explore 
problems in the application. The data will be analyzed by creating a description of the problem. Quantitative 

data is obtained from usability testing and questionnaires. On the data from the test, calculations will be 

made on the Learnability, Efficiency, and Error components. While on the questionnaire data, calculations 
will be made on the satisfaction component. From the results of the evaluation analysis, it will be concluded 

by adjusting the problem formulation with the results obtained. Furthermore, providing suggestions to 
improve the shortcomings of the research and providing considerations if further research will be carried out. 

4. Result 

The data generated is in the form of Usability problems in the Shopee Food application and the Usability level 
of the Shopee Food application. 

A. Usability Problems 
Usability issues identified in the Shopee Food application through a series of interviews conducted after 
testing with test participants (see table 2). The majority of respondents felt comfortable when they first used 

the Shopee Food application, although some experienced confusion in the section on adding vouchers and 
changing payment methods. Although the workflow for purchasing or ordering food is smooth and fast, the 

process of adding vouchers and changing payment methods often slows users down. Some respondents 

even experienced errors or confusion related to both features. This problem is most likely caused by an 
unintuitive and unfamiliar interface. The lack of clear instructions makes users feel lost or unsure about the 

steps to take. A solution that can be implemented is to provide clearer and more accessible guides or tutorials 
in the application. Step-by-step guides will provide more concrete directions to users. In addition, the 

difficulty in adding vouchers and changing payment methods is caused by poorly defined steps and important 

buttons that are not easy to find. The solution is to update the user interface design by placing important 
features such as adding vouchers or changing payment methods in more accessible and recognizable 

locations. This will help reduce confusion and improve the overall user experience. 
Table 2 Description of Usability Problems of the Shopee Food Application 

Category Problem Description 

Learnability 

Feelings when using the Shopee Food application for the first time 
• The majority of respondents felt comfortable when using the application for the 

first time. However, some felt a little confused because of the new interface 
Parts that are confusing or difficult to understand 

• Some respondents experienced confusion when adding Vouchers and changing 
payment methods. 

Efficiency 

Workflow for completing a purchase or food order 
• Most respondents felt that the app provided a smooth and fast workflow for 

purchasing or ordering food. However, some felt that the process of adding 
Vouchers and changing payment methods could be slow. 

Features or processes that slow down tasks 
• The process of adding Vouchers and changing payment methods were mentioned 

as areas of slowdown by several respondents. 

Errors 

Errors or confusion when using the application 
• Some respondents experienced errors or confusion, especially related to payment 

methods and adding Vouchers. 

Areas prone to user errors and suggestions for improvement 
• The areas of adding Vouchers and changing payment methods were considered prone to 

errors. Suggestions for improvement included providing clearer guides or instructions and 
updating the user interface to be more intuitive and informative. 
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B. Usability Level 
In the sub-chapter of usability level analysis, the analysis method is explained to measure the usability level 

of the Shopee Food application. This analysis includes the ease of users completing tasks (Learnability), the 
speed of finding information (Efficiency), and the number of errors when using the application (Error). The 

analysis process involves calculating the Success Rate for Learnability, Time-Based Efficiency for Efficiency, 

and Error Rate for Error, according to the method explained earlier. This approach provides an understanding 
of how well the Shopee Food application is used by users to meet their needs and achieve their goals. 

1. Measurement of Learnability components  
The data used to measure this component are tasks that have been successfully completed correctly 
by participants. Analysis to measure the level of user ease in completing tasks is done using the Success 
Rate calculation. Success Rate is a method used to analyze tasks that have been successfully completed 
by users (Nielsen, 2012). Table 3 shows the success of each participant in completing the task. 

Table 3 Success Rate Calculation 

Peserta Uji T1 T2 T3 T4 T5 T6 T7 

P1 S S S S S S S 

P2 S S S S PS S S 

P3 S S S S S S S 

P4 S S S S S S S 

P5 S S S S S S S 

 
Information: 

S = Success, this means that the respondents did not make any mistakes at all in completing the task. 
PS = Patrial Success, this means that the respondent did the task but made mistakes. 

𝑆𝑢𝑐𝑐𝑒𝑠𝑠 𝑅𝑎𝑡𝑒 =  
𝑆𝑢𝑐𝑐𝑒𝑠𝑠 𝑇𝑎𝑠𝑘 + (𝑃𝑎𝑟𝑡𝑖𝑎𝑙 𝑆𝑢𝑐𝑐𝑒𝑠𝑠 𝑇𝑎𝑠𝑘 ×  0.5)

𝑇𝑜𝑡𝑎𝑙 𝑇𝑎𝑠𝑘
 

=
34 + (1 𝑥 0,5)

35
 𝑥 100 

   =98,57% 

Based on the calculations that have been done, the Success Rate from the evaluation results on the 
Shopee Food application is 98.57%. According to a study conducted by Jeff Sauro, the average task 

completion rate reached 78% (based on an analysis of 1,100 tasks). (Hornbæk, 2006). From these 

results, it can be concluded that the Success Rate value of the Shopee Food application is above average, 
indicating that users are generally able to complete the tasks given in the application well. 

2. Measurement of Efficiency components 

The data used to measure this component is the time required for participants from the beginning until 

the task is completed or failed to be completed. The efficiency component is calculated using time-

based efficiency (Hornbæk, 2006). Time-Based Efficiency represents the speed of users in finding the 

information needed in the application (see table 4). 

Table 4 Time Based Efficiency Calculation 

Test 
Participants 

Task Time (seconds) 

T1 T2 T3 T4 T5 T6 T7 Total 

P1 10 38 41 3 26 41 21 180 

P2 9 24 24 41 88 11 21 218 

P3 11 56 7 4 104 18 32 232 
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P4 16 58 7 7 26 33 30 177 

P5 32 50 8 3 17 45 19 174 

 

 
Information: 

N = Task Total 
R = Number of users 
Nij = The result of the user's task I dance, if successful then N𝑖𝑗 = 1, and if it fails N𝑖𝑗 = 0 

Tij = The time taken by user j to complete task i 

𝑇𝑖𝑚𝑒 𝐵𝑎𝑠𝑒𝑑 𝐸𝑓𝑓𝑖𝑐𝑖𝑒𝑛𝑐𝑦 (𝑇1)  =

∑ ∑
𝑁𝑖𝑗

𝑇𝑖𝑗

𝑁
𝑖=1

𝑅
𝑗=1

𝑁𝑅
 

 T1 =

1
10

 + 
1
 9

 + 
1

11
 +  

1
16

 + 
1

32
7𝑋5

 

=
0.1 + 0.1111 + 0.0909 + 0.0625 + 0.03125

35
 

 

Similar to the Time Based Efficiency calculation at T1, the results for T2, T3, T4, T5, T6, and T7 are 
shown in Table 5. 

Table 5 Results of Time Based Efficiency calculations 

Order Time Based Effeciency 

T1 0,011 goals/sec 

T2 0.003 goals/sec 

T3 0,013 goals/sec 

T4 0.031 goals/sec 

T5 0.004 goals/sec 

T6 0,223 goals/sec 

T7 0,004 goals/sec 

Average 0,049 goals/sec 

 
From the measurement results of Time-Based Efficiency in table 5, the average goals per second is 

0.049, which means that test participants can complete 0.049 tasks per second when using the Shopee 
Food application. This shows how quickly users complete tasks. The higher the goals per second value, 

the more efficiently the task is performed. According to Hornbæk (2006), there is no specific benchmark 
for the Time-Based Efficiency value in usability studies. Usually, this value is compared to the results of 

other users or previous versions of the same system to determine whether there is an increase or 

decrease in efficiency. If the Time-Based Efficiency value is higher compared to a similar system or 
previous version, then the system is considered more efficient in helping users complete their tasks. 

Table 6 Number of Task Errors from Each Test Participant 

Test 
Participants 

Number of Errors 

T1 T2 T3 T4 T5 T6 T7 

P1 0 0 1 0 1 1 0 

P2 0 1 0 3 1 0 0 

P3 0 0 0 0 0 1 0 

P4 0 0 0 0 0 0 0 

P5 0 0 0 0 0 0 0 
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3. Error component measurement 
Measuring this component requires data in the form of the number of errors or attempts made more 
than once by participants. Before taking measurements, tasks need to be prepared that allow 
participants to make mistakes while completing the task. The Error component is calculated using the 
Error Rate which represents the level of user error in the application. This is in accordance with 
Hornbaek's statement (2006), which states that calculating the Error Rate can be done by using the 
number of errors made by users when performing one activity, the number of errors during the entire 
task, and the number of activities that can be done correctly. Table 6 is the opportunity on the task. 
After defining the opportunity, the next step is to calculate the number of errors made by participants 
and add up the total errors from all participants. Table 7 shows the number of errors made by 
participants. 

𝐸𝑟𝑟𝑜𝑟 𝑅𝑎𝑡𝑒 =
𝑇𝑜𝑡𝑎𝑙 𝐷𝑒𝑓𝑒𝑐𝑡𝑠

𝑂𝑝𝑝𝑢𝑟𝑡𝑢𝑛𝑖𝑡𝑖𝑒𝑠 𝑥 𝑇𝑜𝑡𝑎𝑙 𝑃𝑎𝑟𝑡𝑖𝑐𝑖𝑝𝑎𝑛𝑡)
 

=
8

7 𝑥 5
 

= 0.228 

Based on the calculations that have been carried out, the Error Rate from the evaluation results on the 
Shopee Food application reached 0.228, which means that there were 22.8% errors made by test 

participants when conducting Usability Testing. According to (Andreasen, 2007), the average number of 
errors when completing a task is 0.70. This means that the Error Rate experienced by test participants 

in using the Shopee Food application is still relatively small or below average. 

4. Measurement of satisfaction components 
The data needed to measure this component is a questionnaire distributed to 30 active users of the 
Shopee Food application. The first thing to do is to calculate the score value for each statement from 
each respondent. This calculation uses the SUS calculation equation. 
Score R = ((Q1-1) + (5-Q2) + (Q3-1) + (5-Q4) + (Q5-1) + (5-Q6) + (Q7-1) + (5-Q8) + (Q9-1) + (5-Q10)) x 2.5 
Next, the average score of the SUS questionnaire is calculated from the total score of all respondents, 
which is then divided by the number of respondents who provided responses. 

𝐒𝐔𝐒 𝐀𝐯𝐞𝐫𝐚𝐠𝐞 𝐒𝐜𝐨𝐫𝐞 = ∑
𝑥𝑖

𝑛

𝑛

𝑖−1

 

Information: 
x1 = Total score for each respondent 

n = Number of respondents 

After calculating the value of each respondent and calculating the average, the result obtained was 70. 
Furthermore, the average SUS score was analyzed from the perspective of Acceptability Ranges, Grade 

Scale and Adjective Rating based on Jeff Sauoro's assessment rate. Acceptability is used to evaluate the 
level of user acceptance of a system. In this study, the System Usability Scale (SUS) score obtained was 

70, which means that the Acceptability value is in the "Acceptable" category. This indicates that the 

Shopee Food application has met or even exceeded the expected standards, and can be considered 
good by users. 

Table 7 SUS Score Results Based on Usability Aspects 

SUS Scoring Usability Aspect Result 

70 

Acceptability ranges Acceptable 

Grade Scale B 

Adjective ratings Ok 
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The Grade Scale in the System Usability Scale (SUS) provides a qualitative assessment based on 
quantitative scores from usability testing. In the case of the Shopee Food application, the Grade Scale 

received a grade of "B", indicating a good level of usability. However, there are several aspects that 

need to be improved to improve the overall user experience. 
Adjective Ratings in SUS provide a subjective assessment of the usability of the system being tested. By 

referring to the SUS score, the Adjective Ratings obtained are "Ok", indicating that the system is quite 
acceptable to users, but there are several usability issues that need to be noted. 

Overall, the evaluation of the Usability level of satisfaction of Shopee Food shows that the Shopee Food 
application has met the expected standards, and can be accepted by users. However, it still needs 

improvement to improve the overall user experience. 

5. Discussion 

Based on the results of the study, it shows that there are significant Usability problems in the Shopee Food 

application and this is caused by the majority of respondents experiencing confusion, especially when adding 
Vouchers and changing payment methods. And even some new users need quite a long time to complete 

the task. Juliá-Nehme& Rosell (2024) explains about the various features offered by the online food ordering 

application, sometimes the appearance and interface design can be confusing for new users. Furthermore, 
according to the Isomursu et al (2008) that reported that some users felt the ordering process on the food 

ordering application felt long and full of unnecessary steps. 
Other findings in this study for testing the usability aspect found several results, for example: One) Shopee 

Food has a high level of learnability because most new users can understand the application interface quickly, 

without the need for complicated guides or tutorials. Two) the Shopee Food application shows very good 
efficiency because the majority of respondents are able to complete several commands in the application in 

a short time. Three) the Shopee Food application shows a low error rate which indicates that most users do 
not experience fatal errors when using the application. Four) Shopee Food user satisfaction is at a high level. 

Most respondents are satisfied with the application as a whole, citing ease of use, variety of food choices, 
and speed of delivery as the main factors supporting this level of satisfaction  

There are several practical implications that we can provide from the results of the study, including: One) 

Based on the usability findings in this study, application developers can identify features that are less effective 
or confusing (for example, ordering food) to be improved or simplified to make them easier to use by various 

user groups. Two) This study can help the Shopee Food application development team understand the 
difficulties faced by users, so that they can redesign the interface or simplify the ordering process to create 

a smoother and more intuitive user experience. 

In addition, there are several suggestions that we can convey from this study, First) Usability problems in 
the Shopee Food application are more related to interface design factors that are not entirely intuitive for 

certain users, it is necessary to simplify the ordering process. Two) management needs to improve application 
performance, improve integration between features, and pay attention to the overall user experience can 

help overcome this usability problem. 

6. Conclusion 

Based on the evaluation results that have been carried out, it can be concluded that there are significant 

Usability problems in the Shopee Food application. Although the majority of respondents felt comfortable 
when they first used the application, there was confusion, especially in the section on adding Vouchers and 

changing payment methods. This process often slows down users and causes errors or confusion. Therefore, 
the null hypothesis (H0) which states "There are no significant Usability problems in the Shopee Food 

application" is rejected, and the alternative hypothesis (H1) is accepted. Furthermore, the evaluation results 

of the Learnability, Efficiency, Errors, and Satisfaction aspects show that the Shopee Food application has a 
good level of Usability. A Success Rate of 98.57% indicates that users are able to complete tasks well. 

Efficiency of use is indicated by an average of goals per second of 0.049, which indicates good efficiency. A 
low Error Rate of 0.228 indicates a small error rate. A SUS score of 70 indicates a level of user satisfaction 

that is above average. Therefore, the null hypothesis (H0) stating “The Usability Level of the Shopee Food 

application is below average” is rejected, and the alternative hypothesis (H1) is accepted. This indicates that 
although there are some Usability issues that need to be considered, overall, the Shopee Food application 
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can still be considered to have an adequate level of Usability. By rejecting the null hypothesis, this study 
shows that the use of the Shopee Food application has a level of Usability that at least meets or even exceeds 

user expectations. Therefore, it is important for developers to continue to pay attention to feedback from 

users to continue to improve the user experience with this application. 
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