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 This study aims to evaluate the usability and user experience of Weverse Shop e-

commerce app after integration into Weverse app using the Cognitive Walkthrough 

and Post Study System Usability Questionnaire (PSSUQ) methods. Cognitive 

Walkthrough is used to identify usability issues from an expert perspective, while 

PSSUQ is used to quantitatively measure user experience through three subscales: 
System Usefulness, Information Quality, and Interface Quality. Participants in this 

study ran 7 task scenarios relevant to the application features. Based on the analysis 

results, the average scores for the PSSUQ subscales were 2.99 for System 

Usefulness, 2.98 for Information Quality, and 2.87 for Interface Quality, with an 

overall score of 2.95. These results indicate that the application interface still needs 

improvement, especially in the aspects of navigation and information delivery. This 

research provides recommendations for improvements to usability elements to 

increase user satisfaction. 
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I. INTRODUCTION 

Currently, humans live accompanied by the development 

of information and communication technology which is 

increasingly widespread, thus bringing changes in several 

aspects, one of which is in transaction or shopping activities, 

including in the entertainment industry and e-commerce [1]. 

In the span of the last few years, the growth of e-commerce 

continues to experience a significant increase. According to 

data from [2], the number of e-commerce users in Indonesia 

is expected to continue to increase between 2024 and 2029, 

with a projected total of 33.5 million users (51.03%). This can 
show that e-commerce has become an important part of 

people's lifestyle, especially among the younger generation 

who are more familiar with digital technology.  

In this context, the entertainment industry, especially the 

music industry, is also experiencing significant changes. With 

current advancements in modern technology, fans around the 

world can not only enjoy music through digital channels, but 

can also interact with their favorite artists and purchase 

related items, such as merchandise, albums, and more 

conveniently by today’s e-commerce industry dedicated to the 

fan community [3], [4]. 

One example of this e-commerce platform is Weverse 

Shop, which is very popular among K-Pop fans especially in 

Indonesia. Weverse Shop is an e-commerce that provides 

various official products, such as albums, merchandise, 
official membership, exclusive items, and concert tickets 

from various well-known artists who are under the 

entertainment company from South Korea, HYBE 

Corporation and are members of Weverse, such as BTS, TXT, 

Seventeen, Enhypen, Le Sserafim, aespa and others. Over 

time, the popularity of K-Pop has increased, including in 

Indonesia, which has made Weverse Shop grow rapidly into 

a platform that is widely used by fans to gain sexclusive 

access to their idols' products [5]. As per the UX Competitive 

Analysis [6] in [4], Weverse Shop holds the second position 

among the most popular online shops preferred by K-Pop fans 
for purchasing K-Pop merchandise. This is supported too by 

the achievement of 7.3 million downloads on the Play Store. 

However, a significant change occurred when Weverse 

Shop, which initially operated as a separate app, was 

integrated into the Weverse app in May 2024. This was done 
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as part of HYBE Corp.'s way to provide the best customer 

experience by simplifying user interactions with products and 
artist content in one unified app [7]. Therefore, amid the 

global growth of fan community platforms, such as Lysn, 

Bubble, and Plus Chat, Weverse stands out by uniquely 

integrating e-commerce functionalities, enabling fans not 

only to interact with their favorite artists but also to purchase 

official merchandise directly [8], [9]. This integration 

distinguishes Weverse from other platforms and highlights 

the importance of evaluating its usability and user experience 

to ensure a seamless and satisfying user journey. As a result, 

the standalone Weverse Shop app discontinued so that it no 

longer had its own separate app, but became part of the 

Weverse app in the form of the "Shop" tab.  
Despite this integration aimed to simplify users access to 

artists products and content, it also posed challenges, as some 

users felt that the approach was not effective enough. This is 

evidenced by the many complaints about the difficulties 

encountered in operating the Weverse Shop after the 

integration, creating a sense of unease among users regarding 

this change. Based on user reviews in Play Store comments 

and tweets on X social media, it is known that the integration 

between Weverse and Weverse Shop has caused some issues 

that have a significant impact on user experience. Users 

complain that navigation has become less intuitive, resulting 
in a decrease in the quality of user experience (UX). In 

addition, the new user interface (UI) is considered to be more 

complex and confusing. Users also face a more complicated 

process when trying to access their order history, leading to 

dissatisfaction among many users regarding the integration of 

this application. This is also supported based on an analysis 

of 31,861 Weverse user feedback data conducted using a text 

mining approach, showing that negative feedback was found 

that highlighted several obstacles faced by users, including 

delays in notifications or updates on booking status [10]. 

Overall, this suggests that the integration process has not gone 

smoothly and has resulted in a significant decrease in usability 
and user experience, which may ultimately affect user 

satisfaction with the app. 

For this reason, it is necessary to evaluate the usability and 

user experience of the Weverse Shop application after the 

integration to identify areas that need to be improved, so that 

it can help increase user satisfaction. Because in addition to 

the aspect of functionality, usability and user experience (UX) 

are among the key elements in determining the success of an 

application, including e-commerce platforms [11]. Usability 

is defined as a quality measure based on the user's experience 

when interacting with a product or system [12]. Meanwhile, 
user experience based on [13] is defined as the behavior, 

thoughts, emotions, perceptions, and reactions of users 

before, during, and after using a system or application [14]. 

According to [15], user experience influences the concept of 

usability, where it is found that UX and usability are 

interconnected, for example whether UX expands or narrows 

the concept of usability.  

In measuring the level of usability and user experience, the 

Cognitive Walkthrough and Post Study System Usability 
Questionnaire (PSSUQ) methods can be used. The selection 

of this method is based on previous research who evaluated 

the usability of a cancer registry system using the Cognitive 

Walkthrough method. This study successfully identified 114 

usability problems, most of which were related to the unclear 

steps to be taken and the mismatch between system controls 

and expected user actions. The results showed that the 

Cognitive Walkthrough method was able to identify usability 

problems effectively without the need to involve users 

directly and the results obtained a high level of agreement 

from users [16]. In addition, in research by [17] using the 

PSSUQ questionnaire consisting of 16 questions as a tool to 
measure aspects of MY UT website usability, including 

overall satisfaction and specific subscales. The results of the 

study obtained that the SysUse scale received the lowest 

average score indicating that while the website can be used, 

there are areas that need to be improved. 

Therefore, the application of a combination of the 

Cognitive Walkthrough and Post Study System Usability 

Questionnaire (PSSUQ) methods is intended so that 

complementary evaluations can be provided through methods 

from the user's perspective and from the expert's point of view 

[16]. Regardless of whether these two methods are used to 
evaluate usability, the use of the PSSUQ questionnaire can 

serve to measure the quality of the user experience of the 

application interface [18]. Meanwhile, the Cognitive 

Walkthrough method plays a role in finding specific points 

where users are likely to face difficulties when completing 

tasks based on expert evaluation. Based on the statements 

described above, this research focuses on usability evaluation 

using the Cognitive Walkthrough method supported by 

PSSUQ to get a comprehensive perspective. 

II. METHODS  

In the implementation of this research, there is a flow that 

is used as a reference so that the research runs in a structured 
manner. The research flow can be seen in Figure 1 below. 

 

Figure 1. Research Flow 
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A. Literature Study  

The literature study involved related journals, books, 

articles, official websites and research reports for further 

review, analysis and comparison with the ongoing research. 

B. Evaluation Preparation 

The evaluation preparation stage is carried out with several 

initial steps which include determining the population, 

sample, and participants or respondents who will contribute 

to the evaluation process, as follows: 

1) Population and Sample 

The population in this study consists of Weverse Shop 

application users in Indonesia. The selected sample was 

adjusted to align with the evaluation methods used in the 

study, namely Cognitive Walkthrough and Post Study System 

Usability Questionnaire (PSSUQ). 

In the Cognitive Walkthrough method, the sample involves 

5 people, because this number tends to be able to identify 

usability problems almost as much as possible as if using 

more participants [12]. Consequently, the participants 

required for this study are beginners or new users of the 

Weverse Shop application with an educational background in 
technology, so they are familiar with technology, websites, 

and user interfaces. 

Meanwhile, the PSSUQ method is determined by 

Lemeshow's formula because the population is not known 

with certainty [19] with a maximum estimate of 50% and an 

error rate of 10%. The Lemeshow formula equation is: 

𝑛 =
𝑧2 × 𝑝 × (1 − 𝑝)

𝑑2
  (1) 

Where: 

𝑛 is minimum sample size 

𝑧 is Z score at 95% confidence (1.96) 

𝑝 is maximum estimate (50% = 0.5)  

𝑑 is error rate (10% = 0.1) 

The sample calculation for the PSSUQ method using 

Lemeshow's formula is as follows: 

𝑛 =
(1.96)2 × 0.5 × (1 − 0.5)

(0.1)2
   

 

𝑛 =
3.8416 × 0.5 × 0.5

0.01
   

 

𝑛 =
0.9604

0.01
= 96.04 

 
  

Based on the calculation using the Lemeshow formula, a 

sample size of 96 respondents was obtained. However, this 
number may increase as the research progresses to achieve 

more credible results, as snowball sampling is employed—a 

sampling technique that begins with a small number of 

respondents and gradually expands over time [20].  

 

2) Task Scenario Development 

The task scenario in Table 1 is based on the features of the 

Weverse Shop app, so that the tasks can represent the main 

activities performed by users in the Weverse Shop app, 

allowing the evaluation results to reflect the actual challenges 

faced [21]. 

TABLE I 

TASK SCENARIO FOR COGNITIVE WALKTHROUGH 

Code Task Scenario 
Total 

Steps 
Description 

TS-1 Login 8 The initial and 
mandatory step to access 
all application features 
and ensure the process is 
easy and secure. 

TS-2 Choosing an 
Artist Based on 

the Merch to Buy 

4 To evaluate the ease of 
navigation and grouping 

of merchandise per artist 
according to user 
preferences. 

TS-3 Select Shop Type 
by Region 
(Global, Japan or 
USA) 

4 To ensure product 
availability, pricing, and 
shipping according to the 
user's location. 

TS-4 Product Search 3 To evaluate the 
efficiency of product 
searches, allowing users 
to find relevant items. 

TS-5 Adding Products 
to Cart 

4 To ensure the flow of 
adding products to the 
cart is user-friendly. 

TS-6 Making 
Payments 

7 To assess the smoothness 
of the payment process, 
which is critical in e-
commerce transactions. 

TS-7 Check Order 
Status/History 

3 To evaluate the 
accessibility and clarity 
of information related to 

order status or history. 

 

3) Questionnaire Preparation 

The questionnaire in Table 2 was developed by focusing on 

the Post Study System Usability Questionnaire (PSSUQ) 

instrument that assesses user experience (UX) after using the 

Weverse Shop application based on three main aspects, 

including System Usefulness (SysUse) for points 1-6, 

Information Quality (InfoQual) for points 7-12, Interface 

Quality (InterQual) for points 13-15, and overall satisfaction 
(Overall) from points 1-16 [22], [23]. This questionnaire is a 

7 Likert scale, where scale 1 indicates "Strongly Agree" and 

scale 7 indicates "Strongly Disagree" [24]. 
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TABLE II 

THE PSSUQ QUESTIONNAIRE 

No Questions 

1 Overall, I am satisfied with how easy it is to use the 
Weverse Shop app 

2 It was simple to use the Weverse Shop app 

3 I was able to complete the tasks and scenarios quickly 
using Weverse Shop app 

4 I felt comfortable using Weverse Shop especially after it is 
integrated with the Weverse app 

5 It was easy to learn to use Weverse Shop 

6 I believe I could become productive quickly using the 
Weverse Shop app 

7 The Weverse Shop app provides error messages that 
clearly told me how to fix problems 

8 Whenever I made a mistake using the Weverse Shop app, 

I could recover 

9 The information (such as online help, on-screen messages, 
and other documentation) provided with Weverse Shop 
app was clear  

10 It was easy to find the information I needed at Weverse 
Shop 

11 The information was effective in helping me complete the 
tasks and scenarios 

12 The organization of information on the screens of Weverse 
Shop app was clear 

13 The interface of the Weverse Shop app was pleasant  

14 I liked using the interface of Weverse Shop app 

15 Weverse Shop app has all the functions and capabilities I 

expect it to have 

16 Overall, I am satisfied with the Weverse Shop app 

 

The PSSUQ questionnaire generates four scores, consisting 

of one overall score and three subscale scores [25], as follows: 

• Overall, to evaluate the system as a whole. 

• System  Usefulness (SysUse), a subscale used to 
evaluate the usability of the system, focusing on how 

easy the system is to learn and use. 

• Information Quality (InfoQual), a subscale used to 

evaluate the quality of information, referring to how the 

system delivers error messages and provides guidance 

to correct errors. 

• Interface Quality (InterQual), a subscale used to 

evaluate the quality of the system interface 

Based on a collection of survey data from various products 

or systems, the PSSUQ norm table is obtained [24] which can 

be seen in Table 3 to be used as a reference material in 
interpreting the results of the PSSUQ score obtained. The 

lower the score, the better the system. Conversely, higher 

scores indicate poor system quality. 

 

 

 

TABLE III 

PSSUQ NORMS 

Subscale Items 
Lower 

Limit 
Mean 

Upper 

Limit 

SysUse Item 1 - 6 2,57 2,80 3,02 

InfoQual Item 7 - 12 2,79 3,02 3,24 

InterQual Item 13 - 15 2,28 2,49 2,71 

Overall Item 1 - 16 2,62 2,82 3,02 

C. Data Collection 

The following are the steps involved in the data collection 

process: 

1) Walkthrough Implementation 

Each participant was asked to follow the steps in the task 

scenario and identify potential problems that might arise 

during user interaction. In the identification process, the 

authors used a checklist form developed by [16] to facilitate 

the evaluation process as shown in Table 4. 

TABLE IV 

CHECKLIST FORM 

Goals Actions 
Questions 

Q1 Q2 Q3 Q4 

Selecting 
the 

appropriate 
region so 
that the 

products 
and delivery 
match the 

user's 
location. 

1. Select the "Shop" 
option under the 
Artist's name.  

    

2. Select the region that 
matches the location 
or shipping address 
preferences. 

    

3. Ensure that the 
product list is 
updated according to 

the selected region. 

    

4. Change the currency 
to KRW. 

    

 

This checklist form consists of the goals to be achieved 

when performing the task scenario, action details, and 

question items. The author will record any problems that arise 

while participants perform the assigned tasks. Then, the 

problems will be categorized based on the question items in 

the checklist form, which are based on research by [26], such 
as: 

• Q1: Will the user try to achieve the right effect?  

• Q2: Will the user notice that the correct action is 

available? 

• Q3: Will the user associate the correct action with the 

effect that user is trying to achieve? 

• Q4: If the correct action is performed, will the user see 

that progress is being made toward solution of the task? 

 

2) Questionnaire Distribution 

In this study, the PSSUQ questionnaire was distributed 

with the aim of obtaining responses from users who have 

directly interacted with the Weverse Shop app. The 

questionnaire was distributed online using Google Form. 
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III. RESULT AND DISCUSSIONS 

A. Cognitive Walkthrough Data 

Based on the data obtained using the Cognitive 

Walkthrough method, the data analysis process is carried out 

through the following steps: 

1) Problem Mapping and Categorization 

After collecting data, the problems found will be grouped 

using the problem form as in Table 5. 

TABLE V 

PROBLEM FORM 

Task Action Questions 
Participant 

Code 

Problem 

Location & Desc 

TS-2 ACT1 Q2 P02 Loc: Main Page 

The search bar's 
small size and 
inconspicuous 
placement on the 
main page reduce 
visibility, making 
it difficult for 
users to find. 

TS-2 ACT2 Q2 P04, P05 Loc: Main Page 
The search bar is 
obstructed by ads 
and has an 
unnoticeable 
design, hindering 
the accessibility 
and use of the 

search feature. 

TS-3 ACT2 Q1 P01, P05 Loc: Main Page 
Lack of 
explanation 
regarding the 
importance of 
region selection 
and mismatch 

with user 
expectations, 
hindering task 
completion. 

TS-3 ACT2 Q2 P01 Loc: Main Page 
The region 
selection option is 

not visible, so 
users do not 
understand this 
step is necessary 
to continue the 
task. 

TS-3 ACT2 Q3 P05 Loc: Main Page  
Users do not 

realize that the 
button is used to 
select the region, 
causing 
confusion during 

the product 
search process. 

TS-3 ACT4 Q1 P05 Loc: Sub Menu 
Users do not 
realize that they 
need to change 
the currency 

setting before 
proceeding with 
the purchase, 
disrupting task 
flow. 

TS-3 ACT4 Q2 

P01, P03, 
P04, P05 

Loc: Sub Menu  
The option to 

change the 
currency is 
hidden in a sub-
menu with an 
inconspicuous 
design and small 
font, making it 
difficult to find. 

TS-4 ACT1 Q2 P05 Loc: Artist Page 
Users expect a 
filter button to 
view product 
categories first, 
causing 
confusion when 
navigating 

without clear 
guidance in 
product search. 

TS-6 ACT3 Q2 P02 Loc: Cart Page 
Two checkout 
buttons without a 
clear explanation 
of product 

grouping, making 
it difficult to 
determine the 
correct button for 
payment. 

TS-6 ACT4 Q2 P03 Loc: Checkout 

Page 
Instructions to 
select a sub-
payment method 
after the main 
method are not 
clearly visible. 

TS-6 ACT6 Q1 P05 Loc: Payment 

Page 
The step to click 
"Request 
Payment" is not 
clearly visible. 

TS-6 ACT6 Q2 P03 Loc: Payment 

Page 
The instructions 

to confirm the 
order are not 
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prominent 
enough. 

TS-6 ACT6 Q3 P05 Loc: Payment 

Page 
Lack of clear 
explanation    for 

clicking "Request 
Payment," 
causing 
confusion in 
completing the 
payment process. 

TS-6 ACT7 Q3 P02 Loc: Payment 

Page  
The confirmation 
message 
“transaction 
failed” appears 
repeatedly after 
the "back" button 
is pressed, 
creating a loop 

and hindering 
user navigation. 

 

The identified problems were then mapped and grouped 

based on the Cognitive Walkthrough questions to understand 

the patterns of challenges faced by users. From the mapping 

in Table 5, three main patterns were identified as follows: 

• Q2 (Will the user notice that the correct action is 

available?): There are 8 issues identified related to the 

visibility of important elements, such as the search bar, 

region selection option, currency change option, and 

payment instructions that are hidden or obstructed by 

other elements, making it difficult for users to find and 
use these features.  

• Q1 (Will the user try to achieve the right effect?): There 

were 3 issues identified related to the lack of guidance 

on important steps such as region selection and 

currency change, and the low visibility of the “Request 

Payment” button, which hindered task completion. 

• Q3 (Will the user associate the correct action with the 

effect that user is trying to achieve?): ?): There were 3 

issues due to insufficient explanations and feedback, 

such as unclear region or “Request Payment” buttons 

and error loops that confused users without providing a 
solution. 

 

2) Severity Rating Calculation 

After all problems have been identified, the author will give 

the severity rating of the problem based on average the 

frequency of occurrence (F), impact on users (I), and 

persistence (P) as in Table 6. The scale used is based on 

Nielsen's severity rating method with a scale of 0-4 [16]. 
Where, each scale indicates: 

0 = not a problem 

1 = cosmetic problem only: need not be fixed unless extra 

time is available on a project 

2 = minor usability problem: fixing this should be given low 

priority 
3 = major usability problem: important to fix, so should be 

given high priority 

4 = usability catastrophe: imperative to fix this before a 

product can be released 

TABLE VI 

PROBLEMS SEVERITY RATING 

Code Usability Problems F I P 
Severity 

Rating 

M-1 Small and unobtrusive 
search bar 

2 2 3 2,33 

M-2 Search bar blocked by ads 1 2 2 1,67 

M-3 Lack of explanation of 
region selection 

2 3 3 2,67 

M-4 Region options are not 
visible 

1 3 1 1,67 

M-5 Users are not aware of the 

region button 

1 3 2 2,00 

M-6 Users do not realize the 
need to change the exchange 
rate 

1 2 3 2,00 

M-7 The option to change the 
exchange rate is less 
prominent, making it 

difficult to find 

4 2 3 3,00 

M-8 No 'filter' button when you 
want to view product 
categories 

1 2 1 1,33 

M-9 Two confusing checkout 
buttons 

1 3 1 1,67 

M-10 Payment sub-method 
instructions are not clear 

1 2 2 1,67 

M-11 The "Request Payment" step 
is not visible 

1 3 2 2,00 

M-12 Order confirmation 
instructions are not 
prominent 

1 2 1 1,33 

M-13 "Request Payment" 
explanation is not clear 

1 3 2 2,00 

M-14 The message "transaction 
failed" appears repeatedly 

1 4 3 2,67 

Based on the results of the severity rating calculation in 

Table 6, it is concluded that there are several usability 

problems in the Weverse Shop application with the highest 

severity rating, including code M-7, which is the less 

prominent option to change the exchange rate (3.00), 

indicating problems in terms of poor interface. Code M-14, 

which is the "transaction failed" message that appears 

repeatedly (2.67), indicates a problem in terms of poor system 

usability. Also, code M-3, which is the lack of explanation 
about region selection (2.67), shows problems in terms of 

insufficient information quality. Therefore, some of these 

issues can be prioritized for improvement as they can have a 

direct impact on the smoothness of the transaction process and 

the way users interact with the Weverse Shop app. 
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B. Post Study System Usability Questionnaire Data 

1) Respondent Distribution 

After data collection in the period September 26, 2024 - 

October 15, 2024, the overall total data obtained was 271 data. 

However, after data cleaning, it was found that 63 data were 

declared invalid, so that the data that could be used to continue 

at the next stage was 208 data. The following is an overview 

of the respondent data that will be processed. 

The pie chart in Figure 2 illustrates the distribution of 
PSSUQ respondent data based on gender. Of the 208 

respondents, the majority were females, totaling 185 

(88.94%), while males accounted for 23 (11.06%). 

 
Figure 2. Gender Distribution of Respondents 

The pie chart in Figure 3 shows the distribution of PSSUQ 
respondent data based on age. Respondents are divided into 

five groups, including 99 respondents aged 17-22 years 

(47.60%), 63 respondents aged 23-28 years (30.29%), 30 

respondents aged 29-34 years (14.42%), 8 respondents aged 

35-40 years (3.85%), and 8 respondents aged over 40 years 

(3.85%). This data indicates that the majority of respondents 

are aged 17-22 years. 

 
Figure 3. Age Distribution of Respondents 

The graph in Figure 4 shows the distribution of PSSUQ 
respondent data based on experience or duration of 

application use. Respondents are divided into three groups: 91 

respondents with a usage duration of less than 1 year 

(43.75%), 81 respondents with a usage duration of 1-3 years 

(38.94%), and 36 respondents with a usage duration of more 

than 3 years (17.31%). The data indicates that the majority of 

respondents are users who have used Weverse Shop for less 

than 1 year. 

 
Figure 4. Respondents' Duration of App Use 

2) Statistical Calculations 

Statistical analysis was carried out by calculating the mean 

value of each PSSUQ subscale using Formula 2. 

𝑆𝑢𝑏𝑠𝑐𝑎𝑙𝑒 =
𝑇𝑜𝑡𝑎𝑙 𝑆𝑐𝑜𝑟𝑒 𝑓𝑜𝑟 𝑆𝑢𝑏𝑠𝑐𝑎𝑙𝑒

𝑁𝑢𝑚𝑏𝑒𝑟 𝑜𝑓 𝐼𝑡𝑒𝑚𝑠 𝑖𝑛 𝑆𝑢𝑏𝑠𝑐𝑎𝑙𝑒
  (2) 
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The recapitulation of the total average score results of each 

subscale is shown in Table 7. 

TABLE VII 

PSSUQ SUBSCALE TOTAL RESULTS 

Code 
Subscale 

SysUse InfoQual InterQual Overall 

R1 2,17 3,17 3,33 2,81 

R2 2,67 2,50 2,00 2,44 

R3 3,83 2,67 2,00 2,94 

R4 2,33 1,67 2,00 2,00 

R5 2,00 2,50 1,33 2,06 

… … … … … 

R269 1,83 1,67 1,33 1,69 

R270 3,83 4,50 5,33 4,38 

R271 3,17 3,67 3,00 3,38 

Total Mean 2,99 2,98 2,87 2,95 

The data in Table 7 shows that users have given 

assessments related to usability and user experience, where 

there is still room for improvement in several aspects of the 
Weverse Shop application, especially in the Interface Quality 

(InterQual) aspect. 

In accordance with PSSUQ rules as in Table 8, where the 

lower the average score obtained, it shows that a system or 

application is getting better and vice versa. 

TABLE VIII 

COMPARISON OF RESULTS WITH PSSUQ NORMS 

Subscale Result 
Lower 

Limit 
Mean 

Upper 

Limit 
Note 

SysUse 2,99 2,57 2,80 3,02 Upper 
Limit 

InfoQual 2,98 2,79 3,02 3,24 Mean 

InterQual 2,87 2,28 2,49 2,71 > Upper 
Limit 

Overall 2,95 2,62 2,82 3,02 Upper 
Limit 

By comparing the scores of each subscale with the PSSUQ 

norm, it is obtained that the value for System Usefulness 

(SysUse) is 2.99, indicating that the usability of the Weverse 

Shop application is poor, as it is close to the upper limit of the 

PSSUQ norm. The Information Quality (InfoQual) value is 

2.98, which indicates that the quality of information in the 

Weverse Shop application is quite good because it is still at 

the average value of the PSSUQ norm. The Interface Quality 

(InterQual) value is 2.87, which indicates that the interface 
quality of Weverse Shop is bad because it exceeds the upper 

limit value from PSSUQ norms. Issues such as the low 

visibility of region selection buttons and currency change 

option are one of the main contributing factors. These design 

shortcomings hinder users from completing tasks efficiently 

and contribute to frustration during navigation. Lastly, the 

Overall value is 2.95, which indicates that the overall user 

satisfaction of Weverse Shop is poor because it is close to the 

upper limit from PSSUQ norms. Since the InterQual score 

exceeds the upper limit of the PSSUQ norms, this indicates 

that the Weverse Shop app interface can still be improved to 

be more user-friendly. 

C. Recommendations for Improvement 

Based on the results of processing and analyzing the data 

obtained from the Cognitive Walkthrough and PSSUQ 

methods, recommendations for improvements can be given to 

things that are still usability problems in the Weverse Shop 

application as in Table 9. 

TABLE IX 

RECOMMENDED IMPROVEMENTS 

Code Problems Recommendations 

M-1 Small and 

unobtrusive 
search bar 

Increase the size of the search bar 

and use more contrasting colors to 
make it easy to find. 

M-2 Search bar 
blocked by ads 

Change the layout of the search bar 
where it is easily accessible, such 
as at the very top of the page or in 
the top navigation bar, adjacent to 
the cart icon. Also, minimize the 
size of the ads so as not to disturb 

the user's focus. 

M-3 Lack of 
explanation of 
region selection 

Add a tooltip about why users 
should select a region. 

M-4 Region options 
are not visible 

Clarify the visibility of the button 
region with a more contrasting 
color. 

M-5 Users are not 
aware of the 
region button 

Add a clearer label to the button, 
such as "Shop Region".  

M-6 Users do not 
realize the need to 
change the 
exchange rate 

Add a reminder pop-up 
notification that appears after the 
user selects the desired region 
shop, for example "You've selected 

Global Shop, please change the 
currency to USD".  

M-7 The option to 
change the 
exchange rate is 
less prominent, 
making it difficult 

to find 

Make the option of changing the 
rate clearer with contrasting colors, 
larger fonts, and striking icons. 

M-8 No 'filter' button 
when you want to 
view product 
categories 

Add a filter feature to allow users 
to select products based on 
category, price, or popularity.  

M-9 Two confusing 
checkout buttons 

Clarify the appearance of the 
product list on the cart page for 

each section that can be checked 
out at the same time, so that the 
checkout button design can be 
distinguished, for example by 
color. 

M-10 Payment sub-
method 

instructions are 
not clear 

Add payment icons for sub-
methods under the main payment 

method icon, for example, the 
Alipay method is added with 
"Dana", "Gcash", "AlipayHK", or 
others. 
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M-11 The "Request 
Payment" step is 
not visible 

Clarify the "Request Payment" 
button by using a contrasting color. 

M-12 Order 
confirmation 
instructions are 
not prominent 

Add an icon to the instructions or 
give it a slightly lighter color to 
make it stand out. 

M-13 "Request 
Payment" 
explanation is not 
clear 

Add tooltips or visual aids on the 
payment page. 

M-14 The message 
"transaction 
failed" appears 

repeatedly 

Improve error handling so that the 
system gives clearer error 
messages and add a button to 

return to the previous page without 
experiencing a loop error. 

Table 9 outlines the improvement recommendations 

focusing on three main areas: navigation redesign, 

information enhancement, and new features to improve user 

experience. Recommendations such as increasing the size of 

the search bar (M-1), repositioning it for better accessibility 
(M-2), and enhancing the visibility of region options using 

contrasting colors (M-4) fall under navigation redesign to 

improve usability. Additionally, information enhancements 

include adding tooltips to clarify region selection (M-3), 

providing clearer payment method icons (M-10), and 

delivering more informative feedback on payment steps (M-

11, M-13). Lastly, proposed new features, such as product 

search filters by category (M-8) and pop-up notifications for 

currency change reminders (M-6), aim to enhance the user 

experience by increasing efficiency and convenience in using 

the application.  

IV. CONCLUSION 

Based on the results of the research conducted on the 

usability and user experience evaluation of the Weverse Shop 

application using the Cognitive Walkthrough and Post Study 

System Usability Questionnaire (PSSUQ) methods, it can be 

concluded that although all task scenarios given to 

participants can be completed, there are significant obstacles 

in the aspect of the interface that is less intuitive, potentially 

reducing user comfort. The main problem identified was the 

lack of prominence of the option to change the exchange rate, 

with the highest severity rating of 3.00. Similarly, the repeated 

appearance of a "transaction failed" message received a rating 
of 2.67, and the lack of explanation about region selection also 

received a rating of 2.67. 

This aligns with the score on the Interface Quality 

(InterQual) subscale of PSSUQ, which exceeds the upper 

limit of the PSSUQ norm with a score of 2.87. For System 

Usefulness (SysUse) was 2.99, close to the upper limit value, 

while Information Quality (InfoQual) was 2.98, which is 

above the lower limit value, with an overall score of 2.95. 

These scores suggest that the interface quality, in particular, 

exceeds the acceptable upper limit, highlighting areas for 

improvement to enhance user satisfaction and overall 

usability. Therefore, improvements are needed in the aspects 

of navigation, user interface, and information delivery, 
including feature and appearance updates, to increase 

efficiency, effectiveness, and user satisfaction. 

However, it is important to note that the results of this 

study, which focuses only on Weverse Shop users in 

Indonesia, may not be fully applicable to global users. 

Although the Weverse Shop app has been downloaded 7.3 

million times on the Play Store, this study only covers a small 

portion of the population. Therefore, while these findings 

provide relevant insights for the Indonesian context, further 

research with a wider sample of users is needed to evaluate 

whether these results can be generalized globally. Future 

research could consider using additional evaluation methods 
and adding a more complex variety of task scenarios to get a 

more comprehensive undesrtanding of the overall user 

experience.  
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