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Abstract : The numbers of Internet active users in Indonesia reach out over 88.1 million, where 48% of them are daily active
users. Seeing these numbers, it is the best opportunity for IT companies to grow their business, especially e-Commerce. In fact,
the growth of e-Commerce companies in Indonesia is proportional with internet daily active users. This phenomenon shows
that competition happening among the e-Commerce companies is raising high. It triggers many e-Commerce companies to
improve their services. The authors hypothesized that one of the best ways to improve the services is by improving their
usability. So, the authors had done a study to evaluate and find out ways to improve usability of those e-Commerce websites.
The authors chose four e-Commerce websites which each of them has different business focus and profiles. Each company is
labeled as A, B, C, and D. Company A is a fashion-based e-Commerce services with two-million desktop visits Indonesia.
Company B is an international online shopping mall for everyday appliances with 48,3-million desktop visits in Indonesia.
Company C is a localized online shopping mall with 3,2-million desktop visits in Indonesia. Company D is an online shopping
mall with one-million desktop visits in Indonesia. Writers used popular web traffic analytics platform to gain the numbers.
There are some approaches to evaluate the usability of e-Commerce websites. In this study, the authors used usability testing
method supported by the User Experience Questionnaire. This method involved the user in interacting directly with the
services provided by the e-Commerce company. This study was conducted within two months including preparation, data
collection, data analysis, and reporting. We used a pair of computers, a screen-capture video application named Smartboard,
and User Experience Questionnaire. A team was built to conduct this study. They consisted of one supervisor, two assistants,
four facilitators and four observers. For each e-Commerce, three users aged 17-25 years old were invited to do five task
scenarios. Data collected in this study included demographic information of the users, usability testing results, and users’
responses to the questionnaire. Some findings were revealed from the usability testing and the questionnaire. Compared to the
other three companies, Company D had the least score for the experiences. One of the most painful issues figured out by the
authors from the evaluation was most users claimed feeling confused by user interfaces in these e-Commerce websites. We
believe that this study will help e-Commerce companies to improve their services and business in the future.
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