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ABSTRACT

The COVID-19 pandemic has increased the use of telemedicine application.
Telemedicine system has the potential to improve the quality of life for many
populations. As the world’s population is aging, research on older adults and their use
of information technologies is becoming more important. However, there are still
usability issues that often hinder older adults from using information technologies.

This study aims to older adults’ behavior, barriers and enablers for using a mobile
telemedicine application, called Raksa. Usability evaluation plays on important role
in the human-computer interaction (HCI) as well as increasing user experience.

Two theories, namely Usability and Accessibility were adopted as a
conceptual framework. A think-aloud protocol, a system usability scale (SUS) and
in-dept interviews were adopted. ISO 9241-11 guide is used for identifying facilitates,
problems, barriers and usability performance level on Raksa application base on
think-aloud approach. 20 older adults were asked to independently complete 5 tasks
while verbalizing their ongoing thoughts. Task incompletion rate, error rate and time

on task were calculated to assess effectiveness and efficiency. Satisfied average was
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assessed with SUS questionnaire. Interviews are conducted for validating reason of use
and comment on the application design using Jacob Nielsen’s 5 quality components
namely, Learnability, Efficiency, Memorability, Error and Satisfaction.

The results showed that the task to find a medical specialist for a
consultation was deemed the most difficult by the participants as it has the lowest
task completed rates and the longest times on task. The task to create account and
register had the most errors. The average satisfaction (SUS score) was 31.50, indicating
poor system usability. Demographic data showed males were more successful in task
completion, educational level influence task performance and older adults with more
experienced in information technology or social media also had higher performance
rate. In addition, most of the older adults are not unknown with telemedicine
applications before, and they are not interested to using it in the future. User-friendly
features are found when searching for primary illness content due to its ease of use,
uncomplicated and few steps. This research identified design problems and barriers
that may affect usability in older adults, including visual design, poor interaction and
navigation, user interface difficulty to understanding. The interviews make suitable
recommmendations for design modifications.

Usability testing method, along with in-depth interviews and qualitative
analysis, has provided valuable insights for designing telemedicine application for older
adults, and help reveal feedback to improve the user experience and to ensure the

continuity of these services beyond the pandemic.
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