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ABSTRAK

Muhammad Naufal Rifqi Rismawan (17200758), Analisis User Experience
Terhadap Kepuasan Pengguna Aplikasi Shopee Menggunakan Metode Heart
Framework

Penelitian ini bertujuan untuk menganalisis pengalaman pengguna aplikasi Shopee
menggunakan Heart Framework, dengan fokus pada lima variabel utama: Happiness,
Engagment, Adoption, Retention, dan Task Success, serta variabel tambahan User
Satisfaction. Penelitian melibatkan 100 pengguna aktif Shopee berusia 18-34 tahun di
Jakarta. Hasil penelitian menunjukkan bahwa tingkat Happiness, Adoption, Retention,
Task Success, dan User Satisfaction semuanya tergolong "Sangat Baik" dengan skor
masing-masing 83%, 84,7%, 82,2%, 85,2%, dan 84,4%. Namun, variabel Engagment
dinilai "Baik" dengan skor 74,4%. Level of Usability aplikasi Shopee dihasilkan
sebesar 82,3%, yang masuk dalam kategori "Sangat Baik," mayoritas pengguna
merasa puas dengan cara keseluruhan aplikasi Shopee bekerja dan memenuhi harapan
pengguna. Rekomendasi perbaikan meliputi peningkatan kontrol kualitas produk
untuk mencegah ketidakpuasan akibat produk palsu atau tidak sesuai deskripsi, serta
terus meningkatkan layanan dan pengalaman pengguna untuk tetap kompetitif di pasar
yang sangat kompetitif. Peneliti selanjutnya disarankan untuk memperluas penelitian
dengan memasukkan sampel demografi yang lebih beragam dan mengeksplorasi
variabel tambahan yang mungkin mempengaruhi Engagment dan User Satisfaction

Kata Kunci: Pengalaman Pengguna, Aplikasi Shopee, Kepuasan Pengguna
Metode Heart.



ABSTRACT

Muhammad Naufal Rifqi Rismawan (17200758), User Experience Analysis on
User Satisfaction of Shopee Application Using the Heart Framework

This research aims to analyze the user experience of the Shopee application using the
Heart Framework, focusing on five main variables: Happiness, Engagement,

Adoption, Retention, and Task Success, along with an additional variable, User
Satisfaction. The study involved 100 active Shopee users aged 18-34 years in Jakarta.

The results indicated that the levels of Happiness, Adoption, Retention, Task Success,

and User Satisfaction were all classified as "Very Good," with scores of 83%, 84.7%,

82.2%, 85.2%, and 84.4%, respectively. However, the Engagement variable was rated
"Good" with a score of 74.4%. The overall usability level of the Shopee application

was determined to be 82.3%, falling into the "Very Good" category, The majority of
users were satisfied with the overall performance of the Shopee application and how
it met their expectations. Recommendations for improvement include enhancing
product quality control to prevent dissatisfaction due to counterfeit or mismatched
products and continuously improving user services and experiences to maintain
competitiveness in a highly competitive market. Future researchers are encouraged to
expand the study by including a more diverse demographic sample and exploring
additional variables that may impact Engagement and User Satisfaction.

Keywords: User Experience, Shopee Application, User Satisfaction, Heart
Framewortk.
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