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Abstract

This paper aims to evaluate the user experience of a mobile health application called
Halodoc to keep the user using the application and keep from losing a potential source of
revenue for Halodoc. Halodoc is one of the companies that use the internet to provide health
services for its users. Halodoc has services such as features for consultation with doctors,
online medicine purchases, and hospital appointments. Halodoc’s vision is to simplifying
healthcare, but there are still many complaints and negative reviews about Halodoc on
Google play store and Apple store about the usability. This paper uses a mixed-method
approach using User Experience Questionnaire (UEQ) and Usability Testing. The results of
the analysis were used as a reference for making the improvement designs. The results of the
UEQ evaluation showed accordingly to the UEQ benchmark already a good level of UX.
However, the usability test uncovered some concrete areas for improvement.

Keywords: Mobile Health (mHealth), Usability Testing, User Experience Questionnaire, User
Interface, User Experience.

Introduction

Computer and internet technology are solutions to many problems and needs related to the effectiveness
and efficiency of a procedure or activity. Companies in the health sector started to implement computer
and internet technology in their operations, they changed their activities from an offline concept to an
online concept (Yani 2018). Halodoc is one of the companies that use the internet to provide health
services and medicines for its users, this application operates in Indonesia with a valuation of more than
US $ 65 million (Crunchbase 2020). Halodoc has complete services such as features for consultation
with doctors, online medicine purchases, online laboratories, health articles, making hospital
appointments, and an assessment feature for COVID-19. Halodoc is available for Android and iOS, it
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has a website that can be used to run its features and have two language can be used, English and
Indonesian, depends on the language setting on the users’ phone. Halodoc also collaborates with
pharmacies, hospitals, medicine distributors, specialist doctors, nurses, and medical equipment
suppliers to support the 'Health Store (Toko Kesehatan)' feature. This service helps users to buy
medicines or medical devices or household health supplies (Halodoc 2021).

Halodoc offers simplified healthcare to millions of people in Indonesia via the internet. Halodoc's main
service is to provide easy access to health through an online application and simplifying healthcare,
especially in Indonesia. Halodoc already partnership with more than 20 thousand doctors and more than
4 thousand pharmacies in Indonesia. Meanwhile, in terms of users, Halodoc claims that there are around
18 million active users using their platform, but it is still not enough to achieve their goals to simplified
healthcare to millions of people in Indonesia via the internet, they have intention to fix things that make
health services have a long waiting time; such as documentations, administrative costs, and matters
relating to other medical services (Isna 2020). The number of users, growth of the user base, and number
of transactions in the application are the main factor for Halodoc to keep their business. Without users
and transaction activities in the application, the company will be hampered to do their activities and
will lose potential sources of income. Initial observations were made on user reviews on Google
Playstore and Apple Store, there are still many users who give a one-star rating with negative reviews.
Incomplete pharmaceutical information, pharmacy supply that is too far from the user's location causing
long delivery times, and unclear price information are the negative reviews on Halodoc application that
can make the application not being able to meet user expectations to provide health services from
Halodoc.

The World Health Organization (WHO) explains that health facilities in the form of technology
(mHealth) need to carry out continuous evaluations to increase their effectiveness, efficiency, and user
satisfaction (World Health Organization 2011). The term “health technologies” refers to the application
of organized knowledge and skills in the form of devices, medicines, vaccines, procedures, and systems
developed to solve a health problem and improve quality of life (World Health Organization 2011).
Perception of ease of use of applications can influence a person to use health applications (Zhao et al.
2018).

The ISO standard 1SO 9241-11: 2018 refers to usability testing as a method to improve the quality of a
product concerning effectiveness, efficiency, and user satisfaction. Research by Hinchliffe and
Mummery in 2014 examined usability techniques for improving a health promotion website (Hinchliffe
and Mummery 2014). The results showed that usability tests can identify improvements from the user’s
point of view and can be used for the redesign of the site. Meanwhile, to measure the experience felt by
users can use the gquantitative method of the User Experience Questionnaire (UEQ). UEQ is a method
that is easy to apply, valid, and reliable to complement data from other evaluations with a subjective
quality assessment (Laugwitz et al. 2008). From the research conducted by Arefe Heshmati et all, the
UEQ questionnaire is free and possible to use in all medical informatics applications (Heshmati et al.
2021), it means UEQ can be applied on mHealth to measure the UX score. Based on the previous
research, this research can contribute by combining the two methods used to solve problems of
effectiveness, efficiency, and user satisfaction, UEQ is used for quantitative methods and usability
testing for qualitative methods, so that the results of these two methods are expected to enrich the results
of this research.

Based on user complaints through reviews on the Google Playstore and Apple Store regarding the
Halodoc application, evaluation of the application and user experience needs to be done regularly so
that Halodoc does not lose users and their potential source of income, and can meet Halodoc's goals to
facilitate access to health for the Indonesian people. This study involved Halodoc users as respondents,
especially users of the health store feature to buy health products in Halodoc. The purpose of this study
is to analyze and evaluate the user experience of the Halodoc application based on UEQ and usability
factors. This study also seeks to provide recommendations and suggestions for improving the
appearance of the Halodoc application based on the results of the UEQ evaluation and Usability Testing.
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Literature Review

Mobile Health (mHealth) Technology

mHealth is a broad label for a variety of services, and technologies supported by mobile devices, such
as smartphones, patient monitoring devices, personal digital assistants, and other wireless devices to
improve behavior, health quality, and individual well-being (Lucivero and Jongsma 2018).There are
many wearable devices available in the market with apps that can record body movements, generate
charts of daily calorie consumption or exercise, and provide health advice and self-management tools
for chronic patients, as well as healthcare providers (Lucivero and Jongsma 2018).The use of mobile
health information and sensing technology (mHealth) has the potential to reduce health care costs and
improve health data logging. These technologies can support ongoing health monitoring at both the
individual and population level, encourage healthy behaviors to prevent or reduce health problems,
support the self-management of chronic disease patients, increase provider knowledge, reduce the
number of health service visits, and provide personalized services. mHealth also accommodates
localization of health services and on-demand interventions in ways previously unimaginable (Krishna
et al. 2009).

Halodoc

Halodoc is an application and website from Indonesia that offers medical services and equipment.
Halodoc application already have 5,000,000+ installs in Google Play Store with almost 300,000 reviews
and 131,200 reviews on the App Store in April 2021, with that much of downloads, Halodoc has 18
million monthly active users (Silviana 2020). With the aim of facilitating the needs of a healthcare
platform in Indonesia by connecting patients with licensed doctors, insurance companies, laboratories,
and pharmaceutical installations into an application (Halodoc 2021). Halodoc has several features and
services that accommodate user needs:

1. Consultation with a doctor; facilitating Halodoc partner doctors to interact with users via video
calls and chat which can be accessed via applications and websites.

2. Buying medicines; connected to the GOJEK (ride-hailing application) as a third party that
delivers orders for medicines with doctor's prescription, vitamins, and non-medicated medical
devices, healthy food and non-medicinal drinks to users.

3. Hospital features; helps to search for the hospital according to user requirements.

4. Lab inspection features; facilitate laboratory examinations for users who are unable to come
directly to the laboratory where phlebotomists (patient blood specimen collectors) work in the
laboratory (Halodoc 2021).

5. Health Shop Features; provide medical equipment and other needs related to health.

Usability

The international norm International Organization for Standardization (ISO) namely 1SO 9241-110:
2006 defines the usability of a product as the extent to which a product can be used by specified users
to achieve specified goals with effectiveness, efficiency, and satisfaction in a specified context of use.

According to the ISO 9241-110: 2006, effectiveness means that users can achieve their goals with the
product accurately and completely, efficiency means that achieving the goals is possible with reasonable
effort, and satisfaction describes the feeling that using the product is comfortable and pleasant. To
specify these concepts in more detail, the norm defines in addition seven dialog principles. These dialog
principles specify properties of a user’s interaction with a system that is beneficial to complete tasks,
for example, error tolerance or suitability for learning.

Usability accordingly to this definition sets a strong focus on solving tasks or reaching goals with the
help of a product or system. Usability on a system is very important so that the system can continue to
be used by users. Users will experience the best when using a system that has high usability (Nielsen
2019).
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User Experience

In our modern competitive environment, offering good usability is no longer sufficient to be successful.
For most activities, there are several products available that have similar functionality and similar levels
of usability. Thus, to be better than the competition, other interaction qualities must be considered as
well. A well-known statement of Don Norman, an academic in cognitive science, design and usability
engineering and a former vice president of Apple Inc. who is also the initiator of user-centered design,
is “If it doesn 't feel right, who cares if it works?” (Norman 2003).

This statement covers the idea that it is important to care also for interaction qualities that go beyond
pure usability, i.e., to consider aspects of the interaction with a product that does not relate to the pure
tasks or goals of a user. This idea is also covered in ISO 9241-210: 2019 which defines user experience
(short UX) as a person's perceptions and responses that result from the use or anticipated use of a
product, system, or service.

Thus, similar to the definition of usability, the user experience depends on user group and context of
use. But there are several important differences to the definition of usability. User experience is a
completely subjective quality. In the center of the definition is the impression of the user. Thus, the
researchers must ask the user about his or her subjective impression concerning his or her interactions
with the product to measure UX. Another important difference is that user experience is not only
influenced by the actual use of the system. The concept also covers the time before the user uses the
product (anticipated use) (Hornbak and Hertzum 2017).

For a UX designer who wants to know what to do to create a good UX for a product or for a researcher
who asks how to measure UX the ISO 9241-210: 2019 definition is not very concrete. Therefore,
alternative approaches to specifying user experience have been formulated. For example, Sharp et al.
(2019) distinguish between two types of product qualities related to user experience:

e Usability goals: Qualities of an interaction that are related to the tasks that users need to
complete to reach their goals. They correspond to the classical definition of usability. Examples
are efficiency, learnability, dependability, or adaptability to name just a few.

e User Experience Goals: These are qualities of an interaction that are related to the subjective
impression concerning the overall interaction with the product, for example, stimulation (fun
of use), novelty, or aesthetic appeal of the user interface. They are not related to working on
tasks (Sharp et al. 2019).

User Experience Questionnaire

The User Experience Questionnaire (UEQ) is based on the idea that UX can be measured by considering
usability goals and user experience goals. The questionnaire was constructed empirically and 6 scales
that represent the most important UX aspects for a larger set of products resulted from the construction
(Laugwitz et al. 2008).

The items of the UEQ are semantic differentials with a 7-point answer scale. They consist of a pair of
terms with opposite meanings that span a sematic dimension. An example for an item representing the
scale stimulation is:

boring 0 000000 exciting

The 6 scales and the corresponding items are:

1. Attractiveness: User's general impression of the product, do they like it or not. ltems:
annoying/enjoyable, good/bad, unlikable/pleasing, unpleasant/pleasant, attractive/unattractive,
friendly/unfriendly.

2. Efficiency: User’s impression that reaching goals using the product is quick and efficient, the
organization of the interface is clear. Items: fast/slow, inefficient/efficient,
impractical/practical, organized/cluttered.

3. Perspicuity: User’s impression concerning ease of understanding how to use the product. Iltems:
not understandable/understandable, easy to learn/difficult to learn, complicated/easy,
clear/confusing.
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4. Dependability: User‘s feelings about safety and controllability of the interaction with the
product. Items: unpredictable/predictable, obstructive/supportive, secure/not secure, meets
expectations/does not meet expectations.

5. Stimulation: User’s impression that it is interesting and fun to use the product. Items:
valuable/inferior, boring/exiting, not interesting/interesting, motivating/demotivating.

6. Novelty: User’s impression that product design is innovative, creative, and catches user's
attention. Items: creative/dull, inventive/conventional, usual/leading edge,
conservative/innovative.

Efficiency, Perspicuity, and Dependability are task-related UX aspects (usability goals). Stimulation
and Novelty are non-task-related UX aspects (user experience goals). Attractiveness is a pure valence
dimension, and it is assumed that the rating concerning this aspect is influenced by the task-related and
non-task-related aspects.

The questionnaire format supports participants to immediately express feelings, impressions, and
attitudes that appear when using a product. Filling out the questionnaire does not require too much effort
from the participants, so the UEQ can be used as an online questionnaire. The reliability and validity of
the UEQ was investigated in several studies; see Lauwitz et al. (2008) for details.

Additional information concerning the UEQ can be seen at www.ueg-online.org. This site allows also
to download of the handbook, a data analysis tool, and various translations of the questionnaire.

Methodology
Research Design

This study uses a mixed-method approach, where the research uses quantitative and qualitative analysis
simultaneously. Referring to Creswell in Ishtiag research, the quantitative approach is a technique of
analyzing and collecting data through predetermined standardized research tools and producing
empirical data in the form of a certain number of scale scores (Ishtiagq 2019). In our study, we use the
User Experience Questionnaire to collect empirical data concerning Halodoc. Meanwhile, in a
qualitative approach to analyzing non-numerical data, the analysis is carried out on the results of
usability testing on design alternatives. Such a qualitative method can produce more detailed
suggestions for improvements and usability tests and questionnaires are a good method combination
because the strengths of both methods complement each other well.

Data Collection Procedures, Population and Sample

Respondents in this study were users of the Halodoc application who had already used and transacted
at Halodoc at least once so that it was in line with the initial objectives of the study, namely evaluating
the user experience of the Halodoc application. In accordance with the UEQ handbook, there should be
at least 20-30 respondents in order to get reliable results (Schrepp et al. 2014). The UEQ questionnaire
was given to selected respondents using a purposive sampling method. Data collection was
disseminated through social media Instagram, Twitter, and LinkedIn by making announcements
regarding the link to filling out the research questionnaire that was linked to the UEQ questionnaire
link. We obtained 202 responses, after the data was cleaned by remove duplicates and remove the data
that does not match the criteria, we got 96 respondents. Data collection was carried out from November
14, 2020 to November 18, 2020.

To get the best result to know the usability problems, usability testing needs to conduct with 3-5
respondents (Nielsen 2019). Three respondents are recruited in this usability testing that focused on the
Halodoc users who ever use Halodoc to buy health products before. The respondents are recruited from
the UEQ respondents who are willing to participate in usability testing and eligible for the requirements.
Usability testing in this study will be carried out remotely, the findings to be captured in this study are
the extent to which the respondent succeeded in working on each task, the problems faced by the
respondent, application operation errors, comments, and suggestions for improvement designs. Remote
usability testing uses the Zoom application, and the scenarios that will be used in this usability testing
are:
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“You are doing an activity and feel a sudden headache. You are planning to buy one strip of
Panadol headache relievers. Please use Halodoc to buy the medicine."

In this testing, the researcher waiting until the session is complete and then asking questions about the
participant’s thoughts and actions. The researcher takes notes and follows up with additional questions
about their task and asking about suggestions at the end of the session to not interfere with usability
metrics. After that, the answer will be coded to clean the data and differentiate every answer or give the
same code if the answer are similar. “KUT” words is used to a code name that can can be seen on the
Table 1.

For data collection purposes, task scenarios will be needed to guide users in running the application, as
well as an instrument to measure the level of effectiveness and efficiency of using the application. Task
scenarios are a collection of tasks that must be completed by respondents when using the application
(Nurhadryani et al. 2013).

Data Analysis

User research is conducted to find information based on the real situation of Halodoc users, identify
needs, the context of use, and specific user needs. Determination of problems and objectives is carried
out by observing problems around them, such as user complaints regarding applications used on the
application store platform, conducting interviews with Halodoc, and conducting small talk with users
of the Halodoc application regarding the difficulties faced. The UX assessment of the Halodoc
application in version 8.0 is to find out the UX value of the Halodoc application, especially the Health
Shop feature to buy medicines, then analyze what factors can make the UX value in the Halodoc
application increase, the results of this questionnaire will become a reference for making usability
testing scenarios that will be done at a later stage.

The instrument of quantitative research is a questionnaire that refers to the UEQ guidebook, using a
semantic differential questionnaire 1 to 7 with Indonesian language items (Santoso et al. 2016). The
application of this questionnaire uses google form and is distributed to respondents. In this
guestionnaire, apart from the UEQ items, the researcher also added a validation question to validate that
respondents were actually Halodoc users, besides that, they also added personal data questions to see
the distribution of the questionnaire and demographics can be made from respondents' answers.

Usability testing tries to find an application usage flow or application interface that does not match a
good user experience. Participants in the implementation of usability testing are users of the 'Toko
Kesehatan' feature. The ' Toko Kesehatan' feature on the Halodoc application enables to buy health
products. Then to determine the usability problems, the best result is to experiment with 3-5 respondents
(Nielsen 2019). Usability testing was chosen because it would be useful when combined with a survey
or quantitative questionnaire, to increase the validity of the data because it clarified the specifics raised
in the survey or questionnaire (Zaphiris et al. 2018).

Initial data processing was carried out regarding UEQ data, at this stage, processing was carried out by
following the tools provided by the previous UEQ researchers in the form of excel sheets. In this
process, the results obtained from the UEQ questionnaire are used, then the data processing of usability
testing results is carried out which is also done in parallel with data processing from the UEQ
guestionnaire. The process of designing an alternative prototype of the Halodoc interaction design is
based on the analysis of usability findings. The prototype produced in this research is made with the
collaborative design tool called Figma to make it high-fidelity. In the final section, conclusions are
made after the results of the initial and final UX values are compared. After that, it can be seen if the
design needs improvement and enters the evaluation stage again, or it can immediately enter the stage
of achieving satisfaction.

Results

Evaluation Results using the User Experience Questionnaire
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Measurement of user experience in the Halodoc application design with UEQ has carried out 96
respondents who entered the criteria with the demographics of 32 male respondents and 64 female
respondents, the majority were 20-29 years old as many as 88 respondents, 6 respondents from 30-39
years old, 1 respondent from 40-49 years old, and 1 respondent from 50-59 years old. Meanwhile, from
the domicile, there were 84 respondents from Jabodetabek, 2 respondents from outside the Java island,
and 10 respondents from the Java island other than the following cities: Jakarta, Bogor, Depok,
Tangerang, and Bekasi (Greater Jakarta).

The overall results of the Halodoc UEQ scale are depicted in Figure 1 and 2. The value of each UEQ
item can be seen in Figure 1, where the average on the Attractiveness scale is 1,778; Perspicuity 1,810;
Efficiency 1.818; Dependability 1,622; Stimulation 1,570; and Novelty 1,211.
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Figure 1. Average UEQ scale values of the Halodoc application design
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Figure 2. UEQ benchmark diagram on the Halodoc application

Figure 1 shows the results of the questionnaire responses on the Halodoc application are all positive
user experience (according to the handbook a value falls into the positive range if it is >0.8). This section
will be evaluated for the part that will increase the value of the user experience in the next design
improvement.

Based on the UEQ benchmark results diagram, the Halodoc application is included in the "good"
category. The benchmark contains data from more than 400 different evaluations of products with the
UEQ. A value is in the Good category if it is amongst the 25% best results from this benchmark data
set. Thus, according to the UEQ, the overall quality of the Halodoc application is already high.
However, none of the scale values falls into the Excellent category that corresponds to the 10% best
results, thus there is still room for improvement. Therefore, to find out the focus of improvements
caused by these deficiencies, an additional usability testing method was carried out.

Evaluation Results using Usability Testing
Based on the evaluation results, the main obstacle of the Halodoc application for purchasing health
products is the lack of certainty or clarity regarding medicine purchases, such as information on selected

pharmacies, medicine availability, uncertain medicine price information, and a lack of flexible search
features. This is supported by the results of the evaluation which state that most respondents expect to
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develop a search feature that initially can only take the product name as input, to be developed into
several input options such as medicine type, disease name, medicine type filter feature, pharmacy
distance, and price. The search button, that is too small, should be enlarged. The results of the
conclusions of this usability testing analysis can be seen in Table 1.

Table 1. Conclusion of Usability Testing Analysis

Code Usability Testing Analysis Conclusion
KUT1 Medicine prices are uncertain, can be expensive or cheap
KUT?2 Search feature that is not visible on the home and on the medicine list
KUT3 Not knowing which pharmacy to buy, worried about the delivery time
Searching for medicines manually without a search feature makes it difficult for
KUT4 . ! o
users because there is no sort or filter feature like in e-commerce
KUT5 | There are no alternative solutions when medicines are not available
KUT6 | The writing on the button goes to pay which creates a misperception

Discussion
Previous Design of Halodoc Mobile Application

The initial view of the Halodoc application, the home display of the Halodoc application can be seen in
Figure 3. On the home screen, there is information about the username that is logged in, current location,
features found on Halodoc (Chat with Doctors, Health Stores, and Make Hospital Appointments), other
services, and health articles.
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Figure 3. Halodoc Home Display

After clicking the ‘Toko Kesehatan’ feature, the initial health shop feature menu will appear which can
be seen in Figure 4. In the display, there is the current location, a transaction history symbol, a search
feature to upload prescription medicines, a choice of disease categories, and a choice of pharmacies that
work with Halodoc. To order your medicine from this screen, you can click on the choice of health
products or selected pharmacies, then the screen will display medicine options selected according to the
selected product category, as shown in Figure 5. On this screen, there are products with sponsor labels
and products that are not sponsored products, there is also a back button on the top left of the screen,
and a search button on the top right of the screen.

After selecting a medicine that is on the product category menu display or the selected medicine, the
system will automatically display the search for the nearest pharmacy. After successfully getting the
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pharmacy of choice automatically, the user will be immediately directed to the cart menu display as
shown in Figure 6, the user will get information on the medicine image, medicine label, medicine name,
price and quantity ordered, upload prescription feature, delivery address, notes, total price, the next
button, and the estimated time of delivery until the medicine is received by the user.

Users can also change the shipping address by clicking the red “change” button, and after clicking the
display will immediately appear selecting the address that is on. In the display of the payment options
menu that can be accessed when the user clicks the "next" button on the basket view, there is a medicine
purchase option for whom, details of prices from medicine prices to Halodoc delivery service prices,
there is a section for filling in promo codes, and of course there is a choice of the available payment
methods as shown in Figure 7. If the user has selected the desired payment method, the pay & message
button will turn red, and when the button is clicked, the user will immediately be directed to the
successful payment display if the payment is successful.
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Figure 4. Halodoc ‘Toko Kesehatan’ Feature Menu
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Figure 5. Display of Medicine Category Menu and Pharmacy Search
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Figure 7. Payment Options Menu Display

Design Improvement

The improvement in this study is in accordance with the results of the UEQ and usability testing, which
can be seen in the previous section. The design improvements will focus on certainty or clarity regarding
the transaction, whether it is clarity in delivery, delivery method, and delivery time. There are four
display screens that are design improvements. Several displays are intentionally blurred because
currently the displays are being considered by Halodoc to be implemented.

1.

Home Display improvements: the first recommendation focuses on the home display regarding
changes to the search feature that is exchanged for a position with the upload recipe button, this
is related to the results of usability testing analysis with the KUT2 code regarding the less
visible search feature, while this feature is very useful for users to select the product they need
as shown in Figure 8.

Location improvement design, further improvements are made by setting the user's location at
the beginning of the phase, when on the home screen, this is intended to encourage users to fill
in the shipping address first to avoid address delivery errors, and to help the Halodoc system to
determine the exact price of medicines available at the closest location to the user, as well as
seeing the availability of the product you are looking for, this is related to the results of usability
testing analysis with the KUT1 code as shown in Figure 9.
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Figure 8. Home display improvements
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Figure 9. Improvements to the Display of Delivery Location Options

3. Health Product List improvement, further improvements to the display of health product lists,
in this case in the form of medicines. Improvements are made to the price display, which if it
has been set at the nearest pharmacy, the price will be adjusted and can display the appropriate
price because it has filled in the shipping address at this stage, as seen in Figure 10. In the upper
right corner of the display also remains the address option. Then according to the KUT4 code,
the sort and filter features were added to help make it easier for users to use the application to
search for health products.

4. The addition of a Toko Kesehatan selection feature, further improvements to the addition of a
choice of delivery selection features that are more displayed so that users are more aware of
adjustable delivery times, it is hoped that users will no longer feel worried about uncertain
delivery times and confusion when not available, also it can be an alternative solution when the
medicine cannot be purchased. This is related to the results of usability testing analysis with the
KUT3 and KUT5 codes and can be seen in Figure 11.
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Conclusion

The results of the analysis using the UEQ method obtained an average scale of Attractiveness of 1.778;
Perspicuity 1.810; Efficiency 1.818; Dependability 1.622; Stimulation 1.570; and Novelty 1.211. These
results explain that the Halodoc application according to the UEQ scale has a positive user experience
value because all scales show an average value greater than 0.8. The comparison to the benchmark
showed that all scale values fall into the category Good (best 25%), but not into the category Excellent
(best 10%). Meanwhile, another finding stated that there were complaints in the questionnaire related
to pharmacies that were obtained far from the delivery location, causing delivery to take more time.
Based on the results of the evaluation analysis using the usability testing method, the main obstacle of
the Halodoc application for purchasing health products is the lack of certainty or clarity regarding
medicine purchases, such as information on selected pharmacies, availability of medicines, uncertain
medicine price information, and less flexible search features. This is supported by the results of the
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evaluation which state that most respondents expect to develop a search feature that initially can only
take product names as input, to be developed into several input options such as types of medicines,
prices, names of diseases, and requires additional features of pharmacy distance and options delivery.
On the other hand, improvements to the button size need to be done, some button display sizes are too
small.

This study shows the importance of involving end-users in the observation. UEQ and usability testing
will get the recommendation of the solution based on the observation. As a result, it is recommended to
use the design alternatives to help Halodoc to achieve their goals of simplifying healthcare for Indonesia
and can increase the Halodoc application’s user experience score by implementing the suggestion
design based on this research.

We acknowledge this research has limitations. Only three participants were involved during the UT.
This causes the research findings can be more improved in the number of participants to enrich the data
and suggestions. Moreover, this study relies on the survey and user testing as data collection methods.
For future research, expected to get more participants for data collections and add UEQ data collection
for the new improved design suggestions to get the UX score, so it can be compared to the current
design UX score and enrich the results.
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