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Abstract: Internet usage in Indonesia is increased and the development has forced many companies to adapt the changes, especially to support sales
activities. The problem is how to make people interested to use a new application named Sugar CRM Sales Connect that can provide ease in doing the
job to the user to manage the entire sales data. The method used in this research is User Experience. This method is very effective for analyzing
Usability an application because it can determine whether the user will return or not to the site. Methods of data collection consists of two parts, namely
literature, a questionnaires survey and Usability Testing. The outcome of this study was to determine the level of Usability on the application. The results
are :(1).First result relate with Usability. It was measured with five dimensions is Learnability, Efficiency, Memorability, Errors, and Satisfaction. This study
evaluates the use of their Sugar CRM application Sales Connect that can be seen from the Open-Ended Question and Usability Testing. Ease of use for
accessing the content will be the factors that affect the usability of the user. The result is very less or low Usability on the application. (2). The second
result is User Experience was measured by six dimensions: Usability, Content, Pleasure, Perceived Usability, Classical Aesthetics and Expressive
Aesthetics and the results obtained by the respondents assessment is smaller than the middle value (> 3.00) so that it can be categorized as not good
and show that the respondents assessment on Sugar CRM Sales Connect arrested classified as negative because it is below the average ie 2.58
Usability, Content is 2.51, Pleasure is 1.54, Perceived Usability is 1.44, Classical Aesthetics is 2.41 and Expressive Aesthetics is 1.93..
Index Terms: Usability, user experience, sugar CRM, application, analysis
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1 INTRODUCTION
Internet usage in Indonesia is increasing evidenced by a survey
conducted by the Ministry of Communications and Information
Technology, the number of Internet users in 2016 reached 102.8
million, while the number of Internet users in 2015 as many as 93.4
million people [1]. Sugar CRM is an open source CRM application
that used by large and small companies that allows managing
information on a regular basis. Established in 2004 with more than
7,000 customers and more than 1.5 million users who use Sugar
CRM to execute marketing programs, increase sales, retain
customers, and manage the customer information database [2]. The
problem is how to make the user interested to use a new application
that can make it easier to do the job to the user to manage all sales
data. Besides that, Samsung R&D Institute Indonesia (SRIN) begins
from 2014 was already starting and also aware of the importance of
Knowledge Management System (KMS) in the internal company [3].
So that SRIN develop Wiki Knowledge Management System (KMS)
with the name is KB SRIN. In the learning process in the
development of Knowledge Management System SRIN need to
realize that the importance of implementation and dissemination in a
wide range of knowledge is not an easy thing coupled also with their
high employee turnover. there are still a few who use and contribute
in KB SRIN because what happens is the average employee busy
with their work, so that it becomes not too concerned in making
documentation or share the knowledge they acquire while
performing their duties and responsibilities. This has an impact to
other things going on such as the absence of any reference to what
solutions never been applied before and consequently had to do an
analysis back, besides if knowledge is only possessed by a few
individuals only and not well documented, resulting in other
employees become dependent on a few individuals them. The
purpose of this research is to exploration the Usability analysis in
Sugar CRM Sales Connect application to find out how much

influence the User Experience on the application, which could give
the recommendations to serve as reference for the development by
the company

2 RELATED WORKS

Sugar CRM makes people at all levels of the organization to better
understand the relationship between the employee and the customer.
By using Sugar CRM, can help provide solutions in enterprise
systems [4]. According to ISO FDIS 9241-210, Usability is the
system, product or service can be used by specified users to achieve
specific goals with effectiveness, efficiency and satisfaction in a
specified context of use [5].Usability is a quality attribute that
measures how easy an interface (interface) to be used. There are five
attributes in Usability[6] : (1). Learnability : Measuring the level of
ease of doing simple tasks when you meet a design. The system
should to learn so that users can quickly do the job ;(2).Efficiency:
Measuring the speed when to do work about the task. Shows how
users can use a website to get the information quickly ; (3).
Memorability. The system should be easy to remember so that users
can re-use the site after some period without having to learn from
beginning; (4).Errors : See how many errors to do by users, how
bad mistakes are made, and how easy to solve the problem, someone
can back to the previous step.; (5). Satisfaction : Measuring the
satisfaction when using the sites. Satisfaction can be influenced by
the ease of use and ease of sites to study, how to find what they need
quickly. According to ISO 9241-210, User Experience is a person's
perception and response of the use of a product, systems, and
services [4]. User Experience (UX) measuring the satisfaction and
comfort of a person to use the product, systems and services. How
good features of a product, systems and services, without the
targeted audience can feel satisfaction, rules, and the level of comfort
in interacting UX becomes low. User Experience is modulated by
some of factors that come from various sources, both subjective,
————————————————
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system [7] . conceptualization user experience in several ways [4].
User Experience is modulated by a number of factors that come from
various sources, both subjective, objective and contextual. User
experience separate in two parts, namely based on Perceived Value
Aesthetic (PVA), which aims to measure the quality of hedonic
associated with design attributes that affect the physiology of
indivdual and Interface Quality Scale (IQS) to measure the attributes
of a pragmatic focus on the achievement of operational objectives of
the user experience, comprising of the seven dimensions, namely:
the IQS is Usability (user satisfaction), Pleasure (user satisfaction),
and content (content sites) as well as in PVA is Perceived Usability,
Classical Aesthetics, Expressive Aesthetics and Service Quality
(PVA)[8]. Usability Testing is evaluated by testing the product or
service users. And users will try to accomplish the tasks that are
inside while researchers look, listen and take notes. The aim is to
identify usability issues, collects quantitative data to determine
participant satisfaction with the product. Usability Testing enables
the design and development team to identify issues before they code.
The issues previously identified and specified

3 RESEARCH METHOD
Framework is the logic compiled briefly to explain how a study done
from the beginning, the implementation process until the end. The
study began with the problems studied. So do the deployment of
questionnaires related to Usability to show how important it is to be
able to know the User Experience of the use of Sugar CRM Sales
Connect in one of Indonesian Company. The data has been collected
and analyzing using appropriate analytical techniques. Furthermore,
the data compiled and processed into materials on the development
of Sugar CRM Sales Connect next.

potential to give an evaluation to improve its quality[11]. Basically
User Experience is the term user experience in feeling an ease and
efficiency of human interaction with computers. Including a person's
perception about the practical aspects such as usability, ease of use,
and efficiency of an existing system [7]. User Experience
Measurement consists of Usability, Content, Pleasure, Perceived
Usability, Classical Aesthetics, Expressive Aesthetics and Service
Quality. Service Quality will not be used in this study.

4 RESULTS AND DISCUSSION
Analysis of Open-Ended Question
This question was raised as a key to determine whether the user
wants to re-use the Sugar CRM application Sales Connect. 8.82% of
respondents expressed interest in using these applications because it
allows employees to pull the whole Data Opportunity of a project
and also help employees to do the preparation of reports to the
ASEAN directly without having to create reports manually. While
91.82% of the respondents are not interested in using the application
because: (1). It takes a long time to study the application, (2).Display
applications are full of information in one page, complicated and
confuse users when used, (3).The amount of duplicate data there in
pipeline that caused the data less accurate, and (4).Very long when
loading page. Analyses were also conducted on the five components
contained in that Learnability, Usability, Efficiency, Memorability,
Errors, and Satisfaction. The table below briefly describes the five
components. Table 1 below shown the usability analysis for this
case:
Table 1. Usability Analysis
Dimensions

Learnability

Efficiency

Figure 1. Research Method
Memorability

Likert Scale used to measure attitudes, opinions and perceptions
person or a group of social phenomenon. Usually Likert scale format
is a combination of agreement and disagreement, this scale was
developed by [9]. This scale generally use a five-point assessment,
namely [9]. At this stage of data processing, test by using descriptive
analysis to collect, summarize, presenting and describing data. The
data presented is usually in the form of measures of central tendency
of data (mean, median, mode), the size of the spread of the data
(standard deviation, variance), tables and graphs (histograms, pie and
bar) [10]. The open-ended Questions developed in Japan in the
1970s. Between 1971 and 1976, Japanese researchers conducted a
research project evaluation methods use problems or issues open
(open-ended) as the theme. Although initially intended to evaluate
the skills but later realized that by using open questions have the
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Errors

Satisfaction

Result Analysis Usability Testing
In general, applications Sugar CRM Sales Connect looks
pretty good. However on the Dashboard page is very dense
list of opportunity number or pipeline as well as the Forecast
page containing the number that opportunity very much,
dense and confusing.
Respondents require efforts long enough to understand how to
use the application and takes quite a long time to change the
data one opportunity number.
While there are Online Help feature but less help.
Overall, Sugar CRM Sales Connect application helps sales to
reporting to ASEAN, knowing the new project of customers,
attract all the data opportunity number and search for
customer data.
Activities undertaken each respondent quite long. This is
evident from the long working several unsuccessful activity
and make changes to the data.
Respondents easy to remember navigation therein. But there
are some things that are hard to remember like to see all data
of employees. On average respondents chose the Dashboard
page to see all the data opportunity number but should
respondents chose Forecast page because the page containing
the data of each sales targets and the whole project has to
complete.
Most errors are when viewed ordinances make changes to the
data one opportunity number. Respondents are confused
because the data that should be changed is the data on the
Line Item and a lot of mistakes if you want to change one
number opportunity because it is confusing.
In addition, the error also occurs when viewing the ordinance
did drop on one opportunity number.
In general, respondents rate Sugar CRM Sales Connect is very
confusing because it is too dense, difficult and complicated.
The number of menu in the application that is not utilized
properly. It looks like a classified ad and stiff which makes
people less interested in using this application again. And
loading the page long enough.
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CONCLUSION

Usability was measured with five dimensions is Learnability,
Efficiency, Memorability, Errors, and Satisfaction. This study
evaluates the use of their Sugar CRM application Sales Connect that
can be seen from the Open-Ended Question and Usability Testing.
Ease of use for accessing the content will be the factors that affect
the usability of the user. The result is very less or low Usability on
the application.
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