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Abstract – Nowadays, there are many online travel agencies (OTAs) in Indonesia that provide 
various options for their customers. Before choosing which OTA to use, customers usually check 
each platform to ensure that they offer the best service. Traveloka is the most preferred OTA 
app by 67.5% of respondents. Google Play Store reviews show that users are still confused with 
information such as pricing and proper payment. Some features do not work properly when 
making hotel reservations. User Experience Questionnaire is used to quickly measure the user 
experience level of the product. Attractiveness, perspiculty, efficiency, accuracy, stimulation, 
and novelty were the six UEQ scales used. A random sample of one hundred app users was 
selected. The results showed that each scale was overall excellent. The criteria of attractiveness 
2.485 ≥ 1.750, perspiculty 2.290 ≥ 1.900, efficiency 2.448 ≥ 1.780, dependability 2.338 ≥ 1.650, 
stimulation 2.393 ≥ 1.550, and novelty 2.293 ≥ 1.400. This research achieves the objectives or 
features of the application in terms of design, systems, and services. the result is that the 
Traveloka application can improve perspiculty with existing functions, so that the hotel booking 
process becomes easier to understand, easy to learn, simple, and clear. 
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1. INTRODUCTION 

 
In the current era of globalization, technological advancements have had a huge impact 

on many things, one of which is the rise of online travel companies in Indonesia. This is inevitably 
supported by the growing need for travel, both for personal and business reasons. Online travel 
agencies usually do the same thing as conventional travel agencies. However, online travel 
agencies offer digital services that can be accessed anytime and anywhere without having to 
visit a physical location[1]. This progress has affected many facilities that directly affect daily 
activities. The tourism sector raises hopes for national economic recovery. investment in 
companies that offer travel, hospitality, souvenirs, and land, sea, and air transportation. Talk 
about tourism and hospitality[2]. Traveloka is one of the most popular online travel provider 
sites in Indonesia with a very wide selection of hotels and lodgings, both at home and abroad[3]. 
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Traveloka is listed as the most preferred OTA application by respondents, with a 
percentage reaching 67.5%. Then Tiket.com was favored by 21% of respondents, Agoda 5.5% 
Booking.com 2%, Airbnb 2%, Pegipegi 1%, and other OTA applications 1%[4]. Henim & Sari 
(2020) conducted previous research to determine the user experience when using the student 
academic information system. The UX evaluation results show that each aspect of UX receives a 
positive perception. Benchmark results show that the entry stimulation aspect is above the good 
criteria, while other aspects are above average[5]. According to research conducted by Suastini, 
Lanang, and Satwika (2018), the application of UEQ produces impressions that tend to be 
positive, with an average value that reaches an excellent impression[6]. 

According to Abdillah's (2019) research, all "perspiculty" categories received the lowest 
score, and the "novelty" category received the lowest score. According to the benchmark score, 
the Gojek application has a rating scale that is between "above average" and "good"[7]. In 
addition, previous research on UX in online e-government services using the UEQ method 
suggests including various types of online e-government services, both those provided by one 
government agency and those provided by other agencies, into the study for comparison[8]. 

UEQ was chosen because the results obtained are more comprehensive about UX, so 
suggestions from previous research can provide ideas or input for future research, especially 
those related to UX[9]. Attractiveness, pragmatic quality, and hedonic quality are the 
advantages of the UEQ method, which is used for evaluation. In addition, Tools for Data Analyst 
is available in Excel format to facilitate UEQ measurement[10].  
 
2. RESEARCH METHOD 

 
User experience (UX) as it means in Indonesian "user experience" is the experience that 

a website or software provides to its users so that the interactions carried out are interesting, 
fun and easy for users to understand. According to the definition of ISO 9241-210 discussed in 
Wiryawan's research, User Experience (UX) is a person's understanding of the use of a product, 
system, or service[11]. 

Traveloka is a leading travel company in Southeast Asia that provides various travel 
needs in one platform. Traveloka offers flight tickets, hotels, train tickets, flight and hotel 
packages, activities and recreation, connectivity products, airport transportation, and buses. 
Traveloka application is an application that provides online flight and hotel booking services with 
a focus on domestic Indonesian travel[12]. 

 
2.1.  User Experience Questionnaire (UEQ) 

The User Experience Questionnaire method is used to test the user experience response 
by providing a questionnaire to the existing system[13]. User Experience Questionnaire (UEQ) is 
a research instrument used to process survey data related to user experience to conduct 
subjective quality assessment tests[14]. User Experience Questionnaire (UEQ) is a questionnaire 
used in the assessment of usability testing, the results of which will be used in measuring the 
level of user experience of a product quickly[15]. UEQ has 6 measurement scales that are used 
to measure user experience[16], namely: 
1. Attractiveness: How attractive the product is overall. Do users like or dislike the product?  

2. Perspicuity: How easy is the product to use. 

3. Efficiency: How quickly the user completes a process/task on the product. 

4. Dependability: Whether the interaction of the user and the product can be controlled by 

the user. 

5. Stimulation: How capable the product is of motivating the user. 
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6. Novelty: How innovative and creative is the product. Does the product interest the user? 

 
Figure 1. UEQ Measurement Scale[17]. 

Data transformation, namely: the results of respondents' answers to the Traveloka 
application are converted into weighted answer values from +3 representing the most positive 
value and -3 representing the most negative value. Table 1. and Table 2. are examples of 
transformed values, starting from negative to positive terms, can be seen in Table 1.  

Table 1. UEQ Scale Transformation Negative to Positive[18] 
Rating Scale 1 2 3 4 5 6 7  

Troublesome 0 0 0 0 0 0 0 Delightful 

Value after transformation -3 -2 -1 0 +1 +2 +3  

 The transformed values, starting from positive to negative terms, can be seen in Table 2. 

Table 2. UEQ Scale Transformation Positive to Negative[18] 
Rating Scale 1 2 3 4 5 6 7  

Helpful 0 0 0 0 0 0 0 Less Helpful 

Value after transformation +3 +2 +1 0 -1 -2 -3  

 
Table 3. Benchmark Intervals for the UEQ Scale[5] 

 Attractivenes Perspiculty Efficiency Dependability Stimulation Novelty 

Excellent ≥1,75 ≥1,9 ≥1,78 ≥1,65 ≥1,55 ≥1,4 

Good 
≥1,52 
<1,75 

≥1,56 
<1,9 

≥1,47 
<1,78 

≥1,48 
<1,65 

≥1,31 
<1,55 

≥1,05 
<1,4 

Above 
Average 

≥1,17 
<1,52 

≥1,08 
<1,56 

≥0,98 
<1,47 

≥1,14 
<1,48 

≥0,99 
<1,31 

≥0,71 
<1,05 

Below 
Average 

≥0,7 
<1,17 

≥0,64 
<1,08 

≥0,54 
<0,98 

≥0,78 
<1,14 

≥0,5 
<0,99 

≥0,3 
<0,71 

Bad <0,7 <0,64 <0,54 <0,78 <0,5 <0,3 

 UEQ data is processed using UEQ tools analysis, by comparing the calculated value of 
each scale with the value in Table 3. in order to know the meaning of the resulting value on the 
UEQ scale. The benchmark in interpreting the degree of validity of the instrument obtained 
according to Table 4.  

Table 4. Validity Interpretation[19] 

Correlation Coefficient Validity Criteria 

0,81 < r ≤ 1,00 Very High 

0,61 < r ≤ 0,80 High 

0,41 < r ≤ 0,60 Fair 

0,21 < r ≤ 0,40 Low 
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0,00 < r ≤ 0,20 Very Low 

 
 The conclusion for rxy is consulted with the r product moment table with a significant 
level of 5% if rxy> r table, the research instrument is declared valid, and if rxy < r table it is 
declared invalid.  The benchmark in interpreting the degree of instrument reliability obtained 
according to Table 5. 

Table 5. Reliability Interpretation[20] 

Correlation Coefficient Reliability Criteria 

0,81 < r ≤ 1,00 Very High 

0,61 < r ≤ 0,80 High 

0,41 < r ≤ 0,60 Fair 

0,21 < r ≤ 0,40 Low 

0,00 < r ≤ 0,20 Very Low 

 
 The conclusion for r11> r table instrument is declared reliable / trusted, and if r11 < r 
table eating is declared unreliable.  
 
2.2. Literature Review 
 Fitranda et al. (2019) conducted research on the results of item analysis on Kahoot and 
Socrative, showing that the UX on Kahoot is better with all its advantages in each rating scale. 
However, the study received low ratings on the dependability scale for unpredictable or 
predictable items. Kahoot has a fun and innovative UX. Because of its website that can attract 
students' attention in terms of design and user-friendliness, Kahoot is preferred by students[21]. 

According to research conducted by Wulandari and Farida in 2018, the novelty scale is 
below average, while the attractiveness, clarity, efficiency, accuracy, and stimulation scales are 
below average (bad)[22]. Abubakari et al. (2021) conducted research on Evaluating an e-
Learning Platform at Graduate School Based on UX Evaluation Technique, the results show that 
the six instrument scales are consistent except for the novelty scale. efficiency scale which is 
above average compared to the benchmark[23]. 

Putro et al. (2020) conducted research on the Application of UEQ and Cooperative 
Evaluation Methods to Evaluate the UX of Lapor Bantul, the results showed that the Benchmark 
UEQ user experience level of the new design of the Lapor Bantul application increased with all 
scales previously categorized in the below average category rose to good and on all scales the 
biggest increase was on the scale of clarity. Good categories on the scales of attractiveness, 
efficiency, accuracy, stimulation, and novelty[24]. 
 
2.3. Data Collection Methods 
 The literature study method is a series of activities related to library data collection 
methods, reading and recording, and processing research materials[25]. Questionnaire is a data 
collection technique that is done by giving a set of questions or written statements to 
respondents to answer[25]. 

Questionnaire is a data collection method that has been carried out by providing several 
kinds of questions related to research problems[26]. An efficient data collection mechanism if 
the researcher wants to know exactly and accurately what is needed and how to measure the 
research variables is called a questionnaire, which can be given personally or distributed 
electronically[27].  

 
2.4. Data Analysis Method 
 According to Sugiyono (2016: 80), in his book, Population is: "A generalization area 
consisting of objects / subjects that have certain qualities and characteristics that are 
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determined by research to be studied and then draw conclusions."[28]. The population of this 
study is Traveloka application users, both old and new users, several samples were taken as 
respondents from the entire population, using the Slovin formula for determining the sample 
size as follows: 

𝑛 =
𝑁

1+𝑁(𝑒)2 (1) 

Description:  
n = Number of Samples 
N = Total Population 
e = Margin of Error 
 The validity test was carried out using the product moment formula to assess construct 
valildity. Construt validity is one type of validity that discusses the extent to which the items of 
an instrument can measure in accordance with the conceptual definition or specific concepts 
that have been determined.[28] The validity test is an instrument using the product moment 
correlation formula, with the following[28] formula: 

𝑟𝑥𝑦 =
𝑁(Σ𝑋𝑌)−(ΣX)(ΣY)

√𝑁 (ΣX2−(ΣX)2) 𝑁(ΣY2−(ΣY)2)
 (2) 

Description: 
rxy = Correlation coefficient between X and Y 
N = Number of Respondents (Sample) 
X = Item Score of a certain number 
Y = Total Score 
 Reliability test is defined to determine the consistency of an instrument in collecting 
research data. In testing the reliability of instruments that are often used is the Alpha formula. 
This formula is usually used for questionnaires or questionnaires[29]. Reability or reliability 
means trust and reliable or trustworthy. The reliability test can use the following Cronbach's 
Alpha[30], formula: 

𝑟11 = (
𝑛

𝑛−1
) (1 − 

Σ𝜎𝑖2

𝜎𝑡2
) (3) 

Description: 
r11 = Instrument Reliability 
n = Number of Question Items or Number of Questions 
∑ծ i2 = Sum of Item Variances 
ծ t2 = Total Variance 
 
3. RESULTS AND DISCUSSION 

 The questionnaire in this study has the characteristics of respondents classified by 
gender, age, and other aspects related to the research, namely: the Traveloka hotel booking 
application with a total of 100 respondents, as well as the length of time using the application 
and the number of times using the hotel booking application.  
 It can be seen that the number of male respondents is 45 respondents with a 
presentation of 45% and 55 respondents are female with a presentation of 55%. the total 
number of respondents is 100 people. 
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Figure 2. Total Respondent Data Based on Gender 

 

 The data in Table 6. are 10 results from respondents' answers, from 100 respondents 
with answers to 26 items each, on the Traveloka hotel booking application. 
 

Table 6. Traveloka App Respondents 

 

 Table 7. are 10 results of the transformation of the respondent's answer value from 
100 respondents for the Traveloka application. 

 
Table 7. Results of Transformation of Respondents' Answers to Traveloka Application 

No 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 

1 2 3 2 3 3 2 3 2 2 -1 2 3 2 3 3 3 3 2 2 3 3 3 3 2 3 3 

2 1 2 1 2 3 2 2 1 2 0 2 3 2 3 2 2 2 2 3 3 3 1 3 2 2 2 

3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 2 

4 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

5 2 3 2 2 3 2 3 3 2 3 3 3 2 3 2 2 2 3 2 3 3 3 3 3 2 3 

6 3 3 1 2 3 1 3 3 3 3 3 2 3 2 2 3 3 2 2 3 2 2 1 2 2 3 

7 2 2 2 2 2 2 2 2 2 -2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 

8 3 3 0 3 1 3 3 3 1 2 2 2 2 3 3 2 3 1 3 3 3 2 2 1 3 3 

9 3 3 -2 3 3 3 3 2 2 0 3 2 1 2 3 3 2 1 2 2 2 2 2 2 1 2 

10 3 2 2 2 2 2 2 1 2 0 3 2 2 2 3 3 2 0 0 3 1 2 1 0 1 1 

 
 The validity test in the study used Pearson's Bivariate Correlate and a significant r table 
with 5%. The validity test was carried out on the number of respondents, namely 100 
respondents for the Traveloka application, it can be seen that the r table value was 0.1946.  The 
measuring instrument is said to be valid if r count> r table, and vice versa if r count < r table then 
the measuring instrument is declared invalid. The results of the validity test on the Traveloka 
application using SPSS software can be seen in Table 8. in the table it is evident that all 
questionnaire statement items are valid. 

 
 

No 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 

1 6 7 2 1 1 6 7 6 2 5 6 1 6 7 7 7 1 2 2 7 1 7 1 2 1 7 

2 5 6 3 2 1 6 6 5 2 4 6 1 6 7 6 6 2 2 1 7 1 5 1 2 2 6 

3 7 7 1 1 1 7 7 7 1 1 7 1 7 7 7 7 1 1 1 7 1 7 1 1 1 6 

4 7 7 1 1 1 7 7 7 1 1 7 1 7 7 7 7 1 1 1 7 1 7 1 1 1 7 

5 6 7 2 2 1 6 7 7 2 1 7 1 6 7 6 6 2 1 2 7 1 7 1 1 2 7 

6 7 7 3 2 1 5 7 7 1 1 7 2 7 6 6 7 1 2 2 7 2 6 3 2 2 7 

7 6 6 2 2 2 6 6 6 2 6 6 2 6 6 6 6 2 2 2 6 2 6 2 2 2 6 

8 7 7 4 1 3 7 7 7 3 2 6 2 6 7 7 6 1 3 1 7 1 6 2 3 1 7 

9 7 7 6 1 1 7 7 6 2 4 7 2 5 6 7 7 2 3 2 6 2 6 2 2 3 6 

10 7 6 2 2 2 6 6 5 2 4 7 2 6 6 7 7 2 4 4 7 3 6 3 4 3 5 



 
 

243 

 

Table 8. Traveloka Application Validity Test 

Question No Value r Calculated Value r Table Description 

1 0,322 > 0,1946 VALID 

2 0,386 > 0,1946 VALID 

3 0,751 > 0,1946 VALID 

4 0,566 > 0,1946 VALID 

5 0,818 > 0,1946 VALID 

6 0,430 > 0,1946 VALID 

7 0,465 > 0,1946 VALID 

8 0,202 > 0,1946 VALID 

9 0,667 > 0,1946 VALID 

10 0,686 > 0,1946 VALID 

11 0,470 > 0,1946 VALID 

12 0,623 > 0,1946 VALID 

13 0,200 > 0,1946 VALID 

14 0,578 > 0,1946 VALID 

15 0,494 > 0,1946 VALID 

16 0,288 > 0,1946 VALID 

17 0,516 > 0,1946 VALID 

18 0,534 > 0,1946 VALID 

19 0,701 > 0,1946 VALID 

20 0,498 > 0,1946 VALID 

21 0,570 > 0,1946 VALID 

22 0,403 > 0,1946 VALID 

23 0,642 > 0,1946 VALID 

24 0,781 > 0,1946 VALID 

25 0,695 > 0,1946 VALID 

26 0,356 > 0,1946 VALID 

 
 The reliability test on the Traveloka application was carried out by entering all 
respondents' answers from all valid statement items, namely: 26 items and the result is the 
Cronbach's Alpha value on the Traveloka application, namely: 0,898 . The Cronbach's Aplha 
reliability level described in Table 5. for the Traveloka application is in the range 0.81 < r < 1.00 
which concludes that the reliability of the questionnaire is Very High the components of the 
statement and the answers to the questionnaire are declared reliable, so that further data 
processing can be carried out. 

 
Table 9. Traveloka Application Reliability Test 

Cronbach's Alpha N of Items  Interval Reliabilitas Category 

0,898 26 0,81 < r < 1,00 Very High 

 
 Table 10. represents 10 means per person out of 100 means per person in the 
Traveloka application with each UEQ scale means. 

 
Table 10. Scale Means Per Person Traveloka App 

Scale means per person 

Attractiveness Perspicuity Efficiency Dependability Stimulation Novelty 

2.67 2.75 2.75 2.25 2.50 1.75 

2.17 2.25 2.25 2.00 2.25 1.25 

3.00 3.00 3.00 3.00 3.00 2.75 

3.00 3.00 3.00 3.00 3.00 3.00 

2.50 2.50 2.75 2.50 2.75 2.50 

2.33 2.50 2.25 2.75 2.25 2.25 
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2.00 2.00 2.00 2.00 2.00 1.00 

2.33 2.75 2.00 2.75 2.00 2.00 

2.17 2.25 2.00 2.25 2.50 0.75 

1.83 1.75 2.00 1.50 1.50 1.50 

 
 The results of the User Experience assessment based on the UEQ scale in the Traveloka 
application. The average results or scale means based on all questions that have been 
categorized for each UEQ scale in the Traveloka application. The average impression value 
between -0.8 and +0.8 is a normal evaluation value, a value of > + 0.8 is a positive evaluation 
value, and < 0.8 indicates a negative evaluation value, it can be concluded that the Traveloka 
application has a positive impression of all scales, namely attractiveness, perspiculty, efficiency, 
dependability, stimulation, and novelty, can be seen in Table 11. for the average impression on 
the Traveloka application. 
 

Table 11. Scale Means Traveloka App 
Confidence intervals (p=0.05) per scale 

Scale Mean Std. Dev. N Confidence Confidence interval 

Attractiveness 2.485 0.379 100 0.074 2.411 2.559 

Perspicuity 2.290 0.357 100 0.070 2.220 2.360 

Efficiency 2.448 0.324 100 0.064 2.384 2.511 

Dependability 2.338 0.313 100 0.061 2.276 2.399 

Stimulation 2.393 0.518 100 0.101 2.291 2.494 

Novelty 2.293 0.670 100 0.131 2.161 2.424 

 
 In Table 12. can be seen the results of the calculation of means and variance based on 
the User Experience Questionnaire (UEQ) scale. Means are the results of the average calculation 
of all respondents' responses based on the assessment aspects of the scale on UEQ. Based on 
Table 12. it can be seen that the results of measuring 6 UEQ scales, namely attractiveness with 
a mean of 2.485 and a variance of 0.14, perspiculty with a mean of 2.290 and a variance of 0.13, 
efficiency with a mean of 2.448 and a variance of 0.11, dependability with a mean of 2.338 and 
a variance of 0.10, stimulation with a mean of 2.393 and a variance of 0.27, novelty with a mean 
of 2.293 and a variance of 0.45. 

 
Table 12. Impression Means and Variance of UEQ Aspects 

UEQ Scales (Mean and Variance) 

Attractiveness 2.485 0.14 

Perspicuity 2.290 0.13 

Efficiency 2.448 0.11 

Dependability 2.338 0.10 

Stimulation 2.393 0.27 

Novelty 2.293 0.45 

 
 In Figure 3. Diagram of the average mean results based on 6 UEQ scales, based on 
Figure 3. it can be seen that all scales are at a high level, which shows a scale of more than 2. 
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Figure 3. Mean average diagram of UEQ  

 
 In Table 13. it can be seen the Pragmatic and Hedonic Quality of the UEQ Scale with 
the scale categories of attractiveness, pragmatic quality and hedonic quality. Where the 
attractiveness scale number shows 2.49, pragmatic quality 2.36 and hedonic quality 2.34. 

 
Table 13. Pragmatic and Hedonic Quality 

Pragmatic and Hedonic Quality 

Attractiveness 2.49 

Pragmatic Quality 2.36 

Hedonic Quality 2.34 

 
 In Figure 4, you can see the Pragmatic & Hedonic Quality Diagram based on the user 
experience questionnaire scale category which shows a diagram above 2 in all scale categories. 
 

 
Figure 4. Pragmatic & Hedonic Quality Diagram 

 
 In Table 14, it can be seen the results of measuring the benchmark means of the user 
experience questionnaire scale. Where in Table 14 shows 6 UEQ scales are in excellent criteria 
with ueq scale measurements, namely: attractiveness scale 2,485 ≥ 1,750, perspiculty scale 
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2,290 ≥ 1,900, efficiency scale 2,448 ≥ 1,780, dependability scale 2,338 ≥ 1,650, stimulation scale 
2,393 ≥ 1,550, and novelty scale 2,293 ≥ 1,400. 

Table 14. UEQ Benchmark Traveloka Application 

 

 
In Figure 5. can be seen the visualization diagram of the benchmark results of the user 

experience questionnaire scale means. Where in Figure 5 shows 6 UEQ scales are in the 
excellent criteria. 

 

 

Figure 5. UEQ Benchmark Visualization of Traveloka Application  

 
4. CONCLUSION 

The results of this study obtained UX measurements and obtained user perceptions of 
hotel bookings on the Traveloka application. The UX measurement carried out using the UEQ 
questionnaire which consists of 26 questions and there are 6 UX factors, namely: attractiveness, 
clarity, efficiency, accuracy, stimulation and novelty, can be concluded as follows: 

The UX level on the Traveloka application is that overall each scale is at an excellent level 
with an average, namely: attractiveness scale 2.485 ≥ 1.750, perspiculty scale 2.290 ≥ 1.900, 
efficiency scale 2.448 ≥ 1.780, dependability scale 2.338 ≥ 1.650, stimulation scale 2.393 ≥ 1.550, 
and novelty scale 2.293 ≥ 1.400. 

UX assessment of the Traveloka application, namely the Traveloka application can 
further improve the clarity scale with functions at the hotel booking stage, or other technical 
aspects when booking hotels in the application, or convenience when booking hotels such as 
understandable, easy to learn, simple and clear, to achieve goals or features in the application 
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in terms of design, systems and services so that users are easy when using the Traveloka 
application. 

Analysis is carried out using other UX theories that can be developed, for example using 
the System Usability Scale (SUS) method, where the system usability scale is used to determine 
the level of usability and testing deeper into all aspects of the system. So that the user 
experience of the application can be measured accurately and the results are close to the 
impression of the user. 
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