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ABSTRACT 

A tourist destination is a geographical area within one or more administrative areas in which there are 

tourist attractions, public facilities, tourism facilities, accessibility, and communities that are interrelated 

and complement the realization of tourism. A website is a form of communication media that can provide 

certain information, which can be accessed by many people anytime and anywhere. The Regional 

Government (pemda) of Pekanbaru City has provided tourism information services in the form of tourist 

destinations and tourism activities on the website. Based on the results of preliminary observations made 

on the tourism website of the Pekanbaru City government, it was found that the tourism information 

provided was not up to date, and there were still many tourist objects in Pekanbaru that had not been 

published, so the information delivery process was not optimal and ineffective. The effectiveness of using 

the website must pay attention to usability of its use. Usability is a quality level of a system that is easy to 

learn, easy to use, and encourages users to use the system as a tool in completing tasks. Usability can be 

measured based on the quality of the user experience when interacting with the system operated by the user 

himself. Usability measurement on this tourism website is carried out using the System Usability Scale 

(SUS) measurement tool. Based on the measurement results using SUS, a score of 65.87 was obtained, 

where 10 of the statement items were declared valid and reliable. The score obtained shows that in terms 

of user satisfaction, it is stated to be included in the Marginal High category, predicate D with the adjective 

range Ok. This shows that the user's subjective assessment illustrates that the Pekanbaru City government's 

tourism website is less effective, efficient, and satisfying for users. 

 

Keywords:  website, tourism, usability, system usability scale  

 

1. Introduction  

The definition related to tourism contained in the tourism and creative economy Ministerial 

Regulation No. 9 of 2021 concerning guidelines for sustainable tourism destinations is intended 

to be a variety of tourism activities, which are supported by various facilities and services 

provided by the community, entrepreneurs, Government and Regional Governments 

(MENPAREKRAF, 2021). Tourists, whether local, national, or international, are people who 

carry out tours in the context of carrying out travel activities, whether carried out individually or 

in groups, by visiting certain places, for recreational purposes, personal development, or studying 

the unique tourist attractions visited in a temporary period (PEMKO PEKANBARU, 2021) 

(Pratama, Misnawati, & Renaldi, 2022). Tourists usually make visits to tourism destinations, 

hereinafter referred to as tourism destinations. Tourism Destinations are geographical areas that 

are in one or more administrative areas in which there are tourist attractions, public facilities, 

tourism facilities, accessibility, and communities that are interrelated and complement the 

realization of tourism. In addition to natural conditions that have a special attraction for tourists 

to visit, tourism destinations can also be formed based on facilities created by humans, art and 

culture, and national history (Addin Maulana, 2022) (Ilham Junaid, 2022). 

Nowadays, where the use of information technology is an inseparable part of daily human 

life, a tourist will definitely use the internet to access various social media or regional tourism 

websites to find tourist destinations in an area  (Filemon Duwitau, 2020) (Sagita Utarki, 2020) 

(Sandra J Kuryanti, 2018). Research conducted by Sri Wulandari et al. states that the use of the 

website has proven to be effective in promoting and disseminating information. Researchers 

measured the effectiveness of using digital media as a means of university promotion and 

information. Based on measurements taken on 120 respondents, it was found that from several 
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social media used for promotion, website media showed very significant results. This means that 

new students at Gunung Jati University get campus information through the website, and the 

website has proven to be effective for use as a media for promotion and information dissemination 

(Wulandari, Heryani, & Nurlia, 2021). The effectiveness of using the website was also proven by 

Mardian Herri Pratama et al. for promotional media in the East Surabaya Village, Kec. Appeal to 

the Supreme Court of OKU Selatan Prov. South Sumatra. The results of the study show that social 

media is quite effective in marketing a product and can be utilized for business needs, but account 

management must be optimized (Pratama, Misnawati, & Renaldi, 2022). The website is used as 

a form of communication media that can provide certain information, which can be accessed by 

many people anytime and from anywhere. Based on the good practices of the website as a 

communication medium, the effectiveness of its use must also pay attention to the usability of its 

utilization. Usability is a quality level of a system that is easy to learn, easy to use, and encourages 

users to use the system as a positive tool in completing tasks. Usability can also be interpreted as 

a measure in which users can access the functionality of a system effectively, efficiently, and 

satisfactorily in achieving certain goals. 

The Regional Government of Pekanbaru City has provided tourism information services in 

the form of a website which can be accessed on the https://pariwisata.pekanbaru.go.id/ home 

page. This tourism website is intended as a medium for delivering information on tourist 

destinations and tourism activities. Based on the results of preliminary observations made on this 

tourism website, it was found that information about tourist destinations and tourism activities 

was not up to date, and there were still many tourist objects in Pekanbaru that had not been 

published so the information delivery process was not optimal and ineffective in presenting the 

need for information by prospective tourists who will visit Pekanbaru. However, usability can be 

measured based on the quality of the user experience when interacting with the system operated 

by the user himself. User experience, in this case, tourists and their perceived interaction with the 

website, the measurement process is then carried out using the System Usability Scale (SUS) 

measuring instrument. SUS is proven to be valid and reliable to be used to measure the usability 

of a website (Sari & Henim, 2021). 
 

 

2. Literature Review 

Usability Testing 

Usability is a quality that examines and measures the ease of display used by users. 

Usability refers to the user experience when interacting with a product or system, including 

websites, software, devices or applications (Supriyatna, 2018) (Hendra & Arifin, 2018). Usability 

focuses on creating systems that are easy to learn and use (Soejono, Setyanto, & Sofyan, 2018). 

The following are usability indicators according to Nielsen: 

1. Efficiency measures the speed in completing certain tasks after studying the system 

2. Satisfaction measures how satisfied users are in using th (Addin Maulana, 2022)e system 

3. Memorability measures whether the application can be recalled by the user 

4. Errors measure how many user errors in using the system 

5. Learnability measures the user's level of ease in completing tasks that must be done 

(Supriyatna, 2018) (Kesuma, 2021).  

Usability can be measured in 2 ways, that are using usability metrics and using their own 

assumptions. Usability metrics are used to help reach decisions. Usability provides answers to 

questions such as, do users like the product? is this product more efficient to use than similar 

products? can the usability of this product be compared to competition? and so on (Hadi, Az-

Zahra, & Fanani, 2018). 

 

System Usability Scale (SUS) 

The System Usability Scale (SUS) is a usability testing tool that is reliable, popular, 

effective, and inexpensive. SUS developed by John Brooke in 1986. SUS has 10 question 

instruments as shown in the following table: 

 

 

https://pariwisata.pekanbaru.go.id/
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Table 1 - SUS Question Instruments 

No Statement List 

1 I will often use/visit this system 

2 I think the system is too complex (contains a lot of unnecessary things) 

3 I think the system is easy to navigate 

4 I need technical assistance to use/explore the system 

5 I think the functions/features provided on the system are well designed and prepared 

6 I think there are too many inconsistencies on the system 

7 I feel that most people will find it easy to use/explore the system quickly 

8 I think the system is very complicated to navigate 

9 I feel very confident exploring the system 

10 I need to learn many things before I can properly explore system 

 

The results of calculations using SUS will be converted into a value, which can be used as 

a consideration to determine whether an application is feasible or not feasible to implement 

(Pudjoatmodjo & Wijaya, 2016) (Sidik, 2018). 

SUS consists of 5 scales, i.e 1 to 5. A value of 1 means strongly disagree and a value of 5 

means strongly agree as shown in the following Figure 1 (Saputra, 2019). 

 

Fig. 1. SUS Scale 

3. Research Methods 

Approach and Research Object 

The research conducted is quantitative research, using survey techniques. Survey research 

was conducted using a questionnaire tool to collect data from a predetermined population sample. 

The questionnaire is intended to obtain information from a number of respondents who represent 

a certain population, in this case, a group of respondents who have carried out tourism activities. 

The object of this research is the tourism website of the Pekanbaru city government, which 

includes all interfaces from the existing display. 

 

Research Stages 

In this research, several stages were carried out, starting with identifying the problem, 

followed by conducting a literature study related to usability testing and also a study of the 

observed object, in this case, the Pekanbaru city government's tourism website. An overview of 

this research methodology can be shown in Figure 2. 

 

Fig. 2. Research Methodology 
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Research Instruments 

At the usability testing stage, a number of tasks are given to website users. The tasks given 

at the usability stage are shown in Table 2. 

 
Table 2 - List of Usability Testing Tasks 

No Task 

1 The user opens the Pekanbaru city government tourism website 

2 The user selects an information menu related to a tourist attraction 

3 
The user selects a tourist attraction and reads the detailed information contained on the page of 

the selected tourist attraction 

4 Users search for and read information on accommodation 

5 The user selects the travel and travel menu 

6 
Users choose a travel and travel agent, and read the detailed information contained on the page 

that is displayed 

7 Users select the event menu and search for events based on the year they were held 

 

 

4. Results and Discussions  

After the respondent has carried out all the tasks, the process of measuring the usability of 

the respondent is carried out. Measurement of respondents' perceptions was carried out using the 

System Usability Scale (SUS). SUS was developed by John Brooke in 1986 and used to measure 

system usability from the user's perspective. SUS consists of 10 statements (Brooke,1996) 

(Bangor, Kortum, & Miller, 2009)(Brooke,2013) , as shown in Table 3. 

 
Table 3 - List of SUS Questions 

Code Statement List 

Q1 I will often use/visit the Pekanbaru City tourism website 

Q2 I think the Pekanbaru City tourism website is too complex (contains a lot of unnecessary things) 

Q3 I think the Pekanbaru City tourism website is easy to navigate 

Q4 I need technical assistance to use/explore the Pekanbaru City tourism website 

Q5 
I think the functions/features provided on the Pekanbaru City tourism website are well designed and 

prepared 

Q6 I think there are too many inconsistencies on the Pekanbaru City tourism website 

Q7 I feel that most people will find it easy to use/explore the Pekanbaru City tourism website quickly 

Q8 I think the Pekanbaru City tourism website is very complicated to navigate 

Q9 I feel very confident exploring the Pekanbaru City tourism website 

Q10 I need to learn many things before I can properly explore Pekanbaru City tourism websites 

 

The following are the rules that need to be considered to calculate the SUS score: 

1) Each question has an odd number, and the final score is the result of subtracting the 

user's score (x) minus 1. 

2) Each question has an even number, and the final score is obtained from the subtraction 

of 5 minus the user's score (x). 

3) The weighting of the SUS score is obtained from the sum of the user's overall scores 

multiplied by 2.5. 

4) To calculate the SUS score, add up the score contributions of each item. (Ramadhan, 

Soedijono, & Pramono, 2019) (Wahyuningrum, Kartiko, & Wardhana, 2020) 
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The results of the SUS calculation are then converted into ratings and letter grades. The 

rating indicates the usability level in the form of a percentage (%), while the letter grade indicates 

the usability level from class A to F. SUS weighting in the form of letter grades can be grouped 

into 5, namely A, B, C, D, and F, as shown in Figure 3. 

 

Fig. 3. SUS Score ( (Bangor, Kortum, & Miller, 2009) (Sauro, 2011) 

 

The discussion of the research results obtained can be presented in the form of a theoretical 

description, both qualitatively and quantitatively. In practice, this section can be used to compare 

the results of the research obtained in the current research with the results of the research reported 

by previous researchers referred to in this study. Scientifically, the results of research obtained in 

the study may be new findings or improvements, affirmations, or rejection of a scientific 

phenomenon from previous researchers. 

 

Usability Testing: System Usability Scale 

Tests were conducted on 166 respondents, who had the criteria of having traveled out of 

town on holidays and accessed tourism websites to obtain information related to tourist 

attractions. Based on the processing carried out on the answers given by the respondents using 

the SUS measurement tool, the results are shown in Table 4. 

 
Table 4 - Recapitulation of the results of calculating the SUS score 

Respondent 
SUS Calculation Result Score 

SUS Score  
Q1 Q2 Q3 Q4 Q5 Q6 Q7 Q8 Q9 Q10 

R1 3 3 3 4 4 4 3 4 4 3 87.50 

R2 3 3 3 4 3 3 3 4 2 3 77.50 

R3 3 3 3 3 3 3 3 3 3 1 70.00 

R4 3 2 2 1 3 1 4 1 4 0 52.50 

R5 2 4 4 0 4 4 4 4 3 0 72.50 

R6 3 2 2 2 3 2 3 2 2 1 55.00 

R7 3 3 3 3 2 2 2 2 3 1 60.00 

R8 3 2 2 3 3 3 2 3 1 1 57.50 

R9 4 3 3 3 3 2 3 3 3 1 70.00 

R10 3 3 3 4 4 3 3 4 3 2 80.00 

… .. .. .. .. .. .. .. .. .. .. .. 

R166 4 0 4 0 4 0 4 0 4 0 50.00 

Average SUS score 65.87 

* Source: research data 

 

Validity Test 

A validity test is used to show the indicators measured are in accordance with the indicators 

to be studied. The measurement results are said to be valid if the correlation coefficient is at a 

significant level (0.05) to the total score. In this study, Pearson (2 tails) was used for the validation 

test. If the conditions Rcount > Rtable, then the results of the validity test were considered valid. 

Based on data from the ten statements in the questionnaire, it was found that the R table value was 

smaller than the Rcount value, so it could be stated that the questionnaire statements were 

considered valid. 
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Table 5 - Results of the questionnaire data validity test 

Statement Code Rcount Rtable Description 

Q1 0.55 0.17 Valid 

Q2 0.70 0.17 Valid 

Q3 0.46 0.17 Valid 

Q4 0.90 0.17 Valid 
Q5 0.30 0.17 Valid 

Q6 0.76 0.17 Valid 

Q7 0.42 0.17 Valid 

Q8 0.58 0.17 Valid 
Q9 0.27 0.17 Valid 

Q10 0.82 0.17 Valid 

* Source: research data 

 

Reliability Test 

Reliability is closely related to consistency and level of accuracy. Measurements with high-

reliability values mean showing consistency. A relatively high level of reliability is shown by the 

rxx value close to 1. In reliability testing, it can be said to be satisfactory if the Cronbach Alpha 

value is≥ 0.700. In this study, a reliability value of 0.71 was obtained for ten questionnaire 

statements, and this means that the results of the reliability test of this study can be said to be 

reliable. 

 
Table 6 - Questionnaire Data Reliability Test Results (Reliability Statistics) 

Method (a) Number of Items Description 

0.637 10 Reliable 

* Source: research data 

 

SUS Outcome Analysis 

Measurement of the experience of users of the Pekanbaru city tourism website using the 

SUS measurement tool obtained a score of 65.87, where 10 of the statement items were declared 

valid and reliable from the process of distributing questionnaires to respondents. Besides that, the 

results obtained were analyzed by analyzing the SUS score from the perspective of acceptability, 

grade scale, and adjective rating, as shown in Figure 4. 

 

 

Fig. 4. SUS measurement of the Pekanbaru city tourism website from 3 perspectives (grade, adjective and 

acceptability) 

 

The Pekanbaru city SUS website score, as shown in Figure 3, gets a value of 65.87, which 

is included in the High Margin category. From the SUS Score, it is considered ok from an 

Adjective point of view. Meanwhile, based on the grade scale, as studied by Sauro in 2011, it can 

be categorized into five predicates, namely predicate A, predicate B, which is worth more than 

equal to (≥) 74 and less than equal to (≤) 80.3, predicate C, namely score has a range of more than 

(>) 68 and less than (<) 74, and predicate D, namely scores have a range of more than equal to 

(≥) 51 and less than (<) 68. Based on the results of the SUS website score getting predicate D, 

this can be interpreted from the perspective of the Pekanbaru City government tourism website 
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user is considered less effective, efficient, and satisfying for users. In the future, it needs to be 

developed further so as to get better results, and further problems can be identified using other 

evaluation methods. 

 

5. Conclusion  

Based on the research that has been done, it can be concluded that measuring the usability 

of the Pekanbaru city tourism website can be the first step in evaluating the website. The SUS 

score is 65.87, indicating that the website cannot be used properly, this can trigger a decrease in 

the number of users accessing the website. This can be shown from the processing of the fourth 

question, in which respondents stated that they really needed technical assistance to use/explore 

the Pekanbaru City tourism website. Based on the user satisfaction side, the results obtained are 

Margin High, predicate D, with the adjective range Ok. The increase user satisfaction, it is 

necessary to carry out further evaluation and development. The results of this study can be used 

as a basis for further research development processes in order to identify problems that cause user 

dissatisfaction. Therefore it is necessary to apply other evaluation methods to identify problems 

based on user needs, in this case, tourists visiting Pekanbaru. 
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