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Abstract

This study aims to implement the Double Diamond method in the redesign process
of the UI/UX for the ABC Housing website located in Madura. The objective is to
improve user engagement, experience, and satisfaction by applying a structured,
user-centered design approach. The redesign process followed four key stages:
Discover, Define, Develop, and Deliver, beginning with user needs analysis and
culminating in the development of a high-fidelity prototype. To evaluate the
effectiveness of the new design, the System Usability Scale (SUS) was employed,
involving feedback from six respondents. The findings demonstrate that the
redesigned website significantly enhanced key usability aspects, particularly
navigation ease, visual attractiveness, and the overall user experience. These
improvements suggest that the new interface aligns more closely with user
expectations and behaviors, thereby increasing the likelihood of user satisfaction
and sustained engagement. As a result, the redesigned platform is expected to
attract greater interest and foster trust among prospective buyers. This, in turn,
supports the company’s broader digital marketing strategy by positioning the
website as a more effective tool for communication, promotion, and customer
conversion. The study underscores the value of applying iterative design
methodologies like Double Diamond in creating impactful digital solutions.
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Abstrak

Penelitian ini bertujuan untuk menerapkan metode Double Diamond dalam proses
redesain UI/UX pada website ABC Housing yang berlokasi di Madura. Tujuan
utama dari redesain ini adalah untuk meningkatkan engagement, pengalaman
pengguna, dan kepuasan melalui pendekatan desain yang terstruktur dan
berpusat pada pengguna. Proses redesain dilakukan melalui empat tahap utama:
Discover, Define, Develop, dan Deliver, dimulai dari analisis kebutuhan pengguna
hingga pengembangan prototipe high-fidelity. Evaluasi desain dilakukan
menggunakan metode System Usability Scale (SUS) dengan melibatkan enam
responden. Hasil penelitian menunjukkan bahwa desain ulang website berhasil
meningkatkan berbagai aspek kegunaan, khususnya dalam hal kemudahan
navigasi, daya tarik visual, dan pengalaman pengguna secara keseluruhan.
Perbaikan ini mengindikasikan bahwa antarmuka baru lebih sesuai dengan
ekspektasi dan perilaku pengguna, sehingga meningkatkan kemungkinan
kepuasan dan keterlibatan pengguna secara berkelanjutan. Dengan peningkatan
tersebut, website ini diperkirakan mampu menarik minat yang lebih besar dan
membangun kepercayaan calon pembeli. Hal ini turut mendukung strategi
pemasaran digital perusahaan dengan menjadikan website sebagai alat
komunikasi, promosi, dan konversi pelanggan yang lebih efektif. Penelitian ini
menegaskan pentingnya penerapan metode desain iteratif seperti Double
Diamond dalam menciptakan solusi digital yang berdampak nyata.

Kata kunci: Ul/UX; Double Diamond; SUS; keterlibatan; pengalaman pengguna;
kepuasan pengguna.
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BACKGROUND

The modern property industry requires informative and user-friendly
websites to support marketing efforts and enhance consumer appeal, as
digital platforms have become a primary channel for customer engagement
and decision-making (Tan et al., 2021). ABC Housing, a housing project
from PT. ABC Land Indonesia in Madura, has recorded high sales, but its
official website is still very simple and less than optimal in terms of UI/UX.
This is an obstacle in attracting buyers, considering that good website
design has been proven to increase user engagement and trust.

Website competitors have shown that professional and functional
interface design can strengthen digital marketing strategies. Unfortunately,
the current ABC Housing website is unable to provide a good user
experience due to the lack of navigation structure, access speed, and visual
display quality.
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Previous studies have shown that good website design has a
significant impact on consumer behavior. An optimal UlI/UX design can
increase user engagement by up to 40% on digital platforms (Antono, 2017).
In addition, a well-structured visual layout, intuitive navigation, and fast
access to information are key factors influencing user satisfaction and their
decision to purchase products or services. Websites that are not
professionally designed often fail to meet user expectations, thereby
hindering the effectiveness of digital marketing in the property industry (Park
& Kim, 2022). As a real-world example, many of ABC Housing’s competitors
already have professional websites with attractive and functional designs.
These websites not only provide product information but also create an
enjoyable experience for visitors, ultimately increasing trust and purchase
interest. In the case of ABC Housing, the suboptimal website presents a
serious challenge in delivering relevant information and supporting
purchasing decisions.

Furthermore, technical elements such as website loading speed,
navigation structure, and the presentation of visual content significantly
affect users’ perceptions of a company’s credibility. Users are more likely to
trust companies with professional-looking websites compared to those
without (Wijaya et al., 2022). User Interface (Ul) design and User
Experience (UX) are two complementary elements in improving website
quality. Ul includes visual aspects such as layout, color schemes, and
typography, while UX focuses more on user comfort and ease when
accessing information. These two aspects are the primary focus of this
study, considering that the current website has yet to deliver an optimal user
experience.

Therefore, this study aims to apply the Double Diamond method in
the UI/UX redesign process of the ABC Housing website. This method
consists of four main stages: Discover, Define, Develop, and Deliver,
allowing a comprehensive exploration of user needs through to the
development of relevant design solutions. This approach not only
emphasizes visual improvement but also includes usability testing to ensure
that the resulting design fully meets users' needs, expectations, and
preferences. The study will also employ the System Usability Scale (SUS)
method to evaluate how well the new website design improves user
experience, satisfaction, and engagement. Usability testing using SUS has
proven effective in objectively measuring user perceptions of digital
products (Farhan & Sujarwo, 2022a). With a more professional and
functional design, the new ABC Housing website is expected to help the
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company achieve higher sales targets and expand its market reach in
Madura and surrounding areas.

This study aims to apply the Double Diamond method to redesign the
UI/UX of the ABC Housing website to improve user experience, satisfaction,
and engagement. The evaluation was conducted using the System Usability
Scale (SUS) to measure the effectiveness of the new design in supporting
the company's digital marketing strategy.

Digital Marketing

Digital marketing is a promotional strategy that utilizes digital
technology to achieve business goals through various channels such as
websites, social media, email marketing, SEO, and paid advertising. The
website is the center of this activity because it plays an important role in
providing a positive user experience. Techniques such as SEO increase
visibility in search engines, while content marketing, social media marketing,
and influencer marketing help build customer engagement and loyalty. This
strategy is not only used by digital companies, but also by conventional
businesses to reach a wider market efficiently (Chaffey & Chadwick, 2019).

The approach in digital marketing includes customer journey
mapping to understand the customer buying process, marketing automation
for efficient personalized communication, and data-driven marketing to
optimize data-based decisions. All three encourage companies to design
relevant and effective customer experiences. Integrating digital marketing
with traditional strategies creates a more holistic approach, adapting to
technological developments and changes in consumer behavior. Well-
designed digital marketing has been proven to increase customer
engagement, drive conversions, and support sustainable business growth
(Chaffey & Chadwick, 2019).

User Experience

User Experience (UX) is the overall perception and response of users
to their interactions with a product or service, whether physical or digital.
Good UX is characterized by the appropriateness of features to user needs,
ease of use, and effectiveness in helping to complete tasks. The design
process includes five stages: product definition, research, analysis, design,
and implementation, all of which focus on a deep understanding of users.
The main principle of UX is to create interfaces that are easy to learn,
consistent, and satisfying. Misalignment in UX can lead to user frustration
and hurt business in the long run. Therefore, in-depth research is needed
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to design experiences that balance user needs and company capabilities,
in order to build sustainable customer relationships (Wiwesa, 2021).

User Interface (Ul)

User Interface (Ul) is a visual element of a digital system that enables
direct interaction between the user and the device, including displays that
can be seen, heard, or touched. Ul plays an important role in presenting
information and supporting easy and intuitive navigation. An effective Ul not
only pays attention to aesthetics such as color and shape, but also provides
the right tools to help users achieve their goals quickly and efficiently. In the
context of UlI/UX design, a good interface facilitates a comfortable user
experience, helps them find information easily, and encourages continued
use of the system (Wiwesa, 2021; Yudarmawan et al., 2020).

Double Diamond Framework

Double Diamond Frameworkis a structured design method
consisting of four stages: Discover, Define, Develop, and Deliver, which
represent two thinking processes—divergent and convergent—to deeply
understand problems and design solutions (Usmanto, 2022). The Discover
stage focuses on collecting information through observation, interviews, and
literature studies to understand user needs. In the Define stage, the
collected data is analyzed to produce User Persona, Affinity Map, How
Might We, and Priority Matrix. The Develop stage includes creating User
Flow, Wireframe, Mockup, and Prototype using Figma, as a solution to the
identified problems. Furthermore, the Deliver stage involves testing the
usability of the design through Usability Testing and the System Usability
Scale (SUS) to evaluate the effectiveness, efficiency, and user satisfaction
with the interface. SUS is used because it is technology agnostic, consists
of 10 questions, and produces a usability score between 0-100, making it
easy to understand and proven valid even with small samples (Brooke,
2020; Sidik, 2018).

System Usability Scale (SUS)

SUS (System Usability Scale) is a measurement tool used to
assess the usability of a product. It has several unique characteristics that
make SUS both interesting and distinct from other questionnaires. First,
SUS consists of ten questions, allowing respondents to complete it quickly
and easily. Second, SUS is technology-agnostic, meaning it can be broadly
applied to evaluate various types of interfaces, including websites,
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smartphones, interactive voice response (IVR) systems, button and voice
systems, televisions, and others. Third, the results from this questionnaire
yield a single score ranging from 0 to 100, making it easily understandable
by various audiences, whether individuals or groups (Sidik, 2018).
To date, SUS has demonstrated several advantages and can be used in
multiple ways, including (Brooke, 2020):

« The SUS score, presented on a 0—100 scale, makes it easy to use.

« SUS does not require complex calculations, making it very user-

friendly.
« SUS is available at no additional cost because it is freely accessible.
« Despite small sample sizes, the validity and reliability of SUS have
been proven.
To calculate the SUS score, you need to determine the score contribution
from each item, where each item contributes a score ranging from 0 to 4.
Foritems 1, 3, 5, 7, and 9, the score contribution is calculated by subtracting
1 from the scale position (i.e., score = position — 1). For items 2, 4, 6, 8, and
10, the score contribution is calculated by subtracting the scale position from
5 (i.e., score = 5 — position). Afterward, the scores are summed, and the
SUS score is calculated as follows:
x=2Zx/n (1)

x = Average score
>x = Total SUS score
n = Number of respondents

Priority Matrix is a tool used to help determine the order of task priorities
by considering the potential impact and the level of effort required to
complete them, as explained by Revou. In the Design Thinking method, this
tool helps evaluate and prioritize ideas from brainstorming sessions by
categorizing them into four quadrants: important and urgent, important but
not urgent, not important but urgent, and neither important nor urgent.

Using the Priority Matrix ensures that the team focuses on the most
important and urgent tasks, thereby increasing productivity and efficiency,
as well as utilizing resources effectively. By mapping tasks into these
quadrants, teams can make better decisions about which actions to take,
avoid confusion, and manage time more effectively, resulting in solutions
that are more relevant and high-value for users. The Priority Matrix helps
teams decide what to prioritize to generate the maximum impact with the
available resources (Naufal, 2025).
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Figure 1 Prioritization Idea
Referring to Figure 1, the results of the idea prioritization are divided into four
categories based on the criteria of user value and effort: do now, do next, do later,
and don’'t do. The do now category becomes the top priority for executing the
design of the proposed solution, followed by do next, and then do later (Salsabila
et al., 2024).

UX Variable Measurement: Engagement, Experience, and Satisfaction

In this study, UX measurement focused on three main variables:
engagement, user experience, and user satisfaction, which were assessed
using international metrics. Engagement was measured through the
average time users spent completing a task (time on task) using tools such
as Maze, to assess the quality of interaction with the design. User
experience was evaluated through the task completion rate and
error/misclick rate, which reflect the effectiveness, efficiency, and obstacles
in navigating the system (Albert & Tullis, 2013; ISO, 2018). Meanwhile, user
satisfaction is measured using the System Usability Scale (SUS), a
standard instrument that produces a usability score of 0—100. A score above
68 indicates good usability, while a score above 80.3 reflects very high
satisfaction (Harrati et al., 2016; Valadi & Hannes Feuersenger, 2018). The
combination of these three variables provides a comprehensive picture of
the success of the UI/UX design of the ABC Housing website in improving
user experience, comfort, and loyalty.

ABC Housing

ABC Housing is a housing project developed by PT. ABC Land
Indonesia, a company established in 2023 with management experience of
more than 20 years in the property industry. Strategically located in the city
center of Bangkalan, Madura, this project is designed to meet the needs of
modern housing with attractive designs and complete facilities. In less than
a year, ABC Housing has managed to sell more than 150 units, reflecting
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the high public interest in comfortable, affordable housing with easy access
to various public facilities (ABC Housing, 2024).

RESEARCH METHODS
This study uses the Double Diamond method to redesign the UI/UX
of the ABC Housing website. This method consists of four stages: Discover,
Define, Develop, and Deliver, which focus on understanding user needs and
developing data-based and iterative design solutions (Usmanto, 2022).
1) Discover stage aims to understand user problems and needs through:
a) Observation on the old ABC Housing website to analyze the content
and structure of the information.
b) Interview with the CEO and Manager of ABC Housing to understand
the goals, needs and expectations of users.
c) The questionnaire is based on Google Form to collect quantitative
data related to user experience and ends with usability testing using
SUS.
d) Studies Literature as a supporting reference for previous research.

2) Define. Information from the Discover stage is analyzed to formulate
the core problem and solutions. The output of this stage is:

a) Use Personas to represent the target user.

b) Affinity map to group user insights.

c) How might we formulate solution questions.

d) Priority Matrix to set feature priorities based on user needs.

3) Develop. This stage focuses on designing design solutions based on

the analysis results, including:

a) Storyboard to describe the flow of user interactions.

b) Design Guidelinesas a visual guideline (color, typography, icons).

c) Wireframes, Mockups, and prototypes are created with Figma to
test designs visually and interactively before implementation.

4) Deliver/ The final stage was design testing using the System Usability

Scale (SUS) method with 6 respondents.

a) Testing is done online within 7 days.

b) The SUS score is used to evaluate the usability, efficiency, and
comfort of a design.

c) The results are used to refine the design before final
implementation.

RESULTS AND DISCUSSION
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Discover

The Discover stage aims to identify user problems and build empathy
for their experiences when accessing the ABC Housing website. This study
uses four main methods, namely observation, questionnaires, interviews,
and literature studies. Observations of the existing website show various
shortcomings such as unintuitive navigation, less attractive visual displays,
messy information structures, and the absence of interactive elements and
SEO optimization.

The questionnaire was distributed to 40 respondents of various ages
and professions, the majority of whom were 18-25 years old and students.
The results showed low awareness of the website, short access duration,
and low levels of interest and satisfaction. Most respondents had difficulty
finding information and were not interested in recommending the website to
others. However, the majority expressed interest in using the website if
design improvements were made, indicating potential improvements with
UI/UX redesign.

Interviews were conducted with two internal sources (CEO and
Operations Manager of ABC Housing) to understand business needs and
expectations for the website. Literature study was used to strengthen field
findings with literature related to UX, usability, and digital design of property.
All data from this stage was analyzed using the Affinity Mapping technique
to group user insights and identify key issues as a basis for the next design
stage.

100 https://ejournal.unesa.ac.id/index.php/jdbmi/index




Irzha Nabhan Syach, lka Diyah Candra Arifah, Kroen van der Kroft

Implementation of the Double Diamond Method to Increase Engagement, Experience
and Satisfaction of ABC Housing Users in Madura, East Java

Affinity map
Navigasi dar Konten Inform: Desain Visual d Engagement dan
Aksesibilitas Interaks Promosi
kg st Gpshar, oo rpton mebs ok Tk s CTA cat-o-
oengoura begung burang enghap (g, menar an et acton) yang ot urtuk
encan sl gl - mengrtnngt
pergemoan.
mmmmm pencarn ok patalokas. Tiank rsponut & TP R—
ook mempermucden erahar peranghat seer, meciasoss un
mendukung pongones. menyeoothan bernag atorme:
pongatanan sk
Wetsse harya e  Tidok ada bogien AQ  Tdak s3sclmen vt Tk ada e
o sats rsaman, tang wntuk morjoma seperifotoprogerts berarggann ik
portanyasn e, borvusitas g sy perbwsan et
o,
sngpot s ke ook 35 elomen rtera
Yoo e
Xonten ik gberchaci
dongunt
petanggen atauen
Solution
Navigasi dar Konten Inform: Desain Visual dan Engagement d:
Aksesibilitas Interaks ~ Promosi
- sriun mens intormas - o1
o3 jess dongan econt wnghap ropart sepert Wnng Ko
gt yang bk termak harg,fasias, Jriop—
ppeey Kunfungan
Mensmstasn - peta
pencaranurrux [p—re—
merpormucin swies ok gropet
ctomss
Mensamshuan ciemen
- bogen kot seperts e Menpedaton fomute
————" [yr—— eftects st aimass [
propert,kontak, dan pertanyasnumn. rogan. pembuan properts
oot erbars
Merpeaisan “Monsmosheanbonten
bresctrumos wrtk seperttestmon
e yaog b et potanggen stau carta
sunsen.

Figure 2. Affinity Map

Define

The Define stage aims to analyze data from observations,
questionnaires, and interviews to identify key user needs and formulate
relevant design solutions. The four main artifacts produced at this stage are
User Persona, User Journey Map, Priority Matrix, and Information
Architecture.

The user persona was created to represent the target user profile,
based on real data from users with similar characteristics, goals, and needs.

Background

Agus adalah seorang PNS yang ingin meningkatkan kenyamanan keluarga dengan
mencari rumah dilingkungan yang strategis dan ramah keluarga. Dengan batasan
waktu, ia mengandalkan informasi dari internet untuk membuat keputusan cepat.

Tujuan Motivasi

Mencariinformasi tentang rumah Menemukan rumah yang sesuai
® untuk keluarga dengan fasilitas

lengkap.

dengan kebutuhan keluarga.

® Memanfaatkan promosi

Membandingkan harga rumah di perumahan.

sekitar Bangkalan

Masalah Di Hadapi
© Kesulitan memahamiinformasi harga dan promo.

© Navigasi website yang membingungkan

Agus Setiawan
35tahun
Laki - Laki
PegawaiNegeri Sipil

Bangkalan, Madura

© Navigasi website yang membingungkan

Figure 3. User Persona
User Journey Map map the user interaction flow with the website and
identify obstacles such as confusing navigation structures and lack of clear
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Call-to-Action (CTAs), which lead to a less than optimal user experience.
(Kurnia & Puijiarti, 2022).
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Pikiran \L wwwwwwwww ahan “Semoga informasinya.
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e
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Figure 4. Journey Map
Next, a Priority Matrix is used to group and prioritize features based
on their urgency and impact on UX, with a focus on improving navigation,

visual design, and CTA integration.
Priority matrix

Low effort - Highimpact

YES, DOITNOW DO NEXT

CTA Fitur pencarian Galeri foto Desain modern Peta interaktif

DO LAST LATER

Breadcrumbs Media sosial FAQ Testimoni Formulir langganan

Figure 5. Priority Matrix
Finally, the Information Architecture (IA) was reorganized to form a
more systematic and intuitive information structure, to make it easier for
users to navigate and find the property information they need efficiently.
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---------------

Figure 6. Information Architecture

Develop
The Develop stage is the solution design phase based on the
analysis from the Define stage, which includes the creation of User Flow,
Wireframe, Design System, Mockup, and Prototype to redesign the ABC
Housing website in a structured and responsive manner. User Flow depicts
the user interaction flow from the homepage to unit details, designed to
make navigation more efficient and intuitive. Users can access information
about the property, location, and contact more systematically.

N

AN / - /

Figure 7. User Flow

A wireframe is structured as an initial visual framework that maps out
page layouts, menu layouts, and Call-to-Action (CTA) elements such as
“Contact Us” buttons to increase conversions.

Next, a Design System was developed to maintain visual
consistency, including a dark green color palette (#1D453E), modern
typography (Poppins and Inter), minimalist icons, and user-friendly and
responsive designs for buttons and other Ul components.
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Figure 8. Design System
Finally, the design is realized in the form of High-Fidelity Mockups
and Prototypes that follow the principles of Material Design, facilitating the
validation process and technical development by the developer team before
the further implementation stage.
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Figure 8. Before Figure 9. After
Deliver

The Deliver stage is the final stage of the Double Diamond method
that focuses on delivering the final design solution in the form of a high-
fidelity prototype and its evaluation to users. In this study, testing was
conducted to measure three main indicators in user experience, namely
engagement, user experience, and user satisfaction, using the usability
testing method and the System Usability Scale (SUS) instrument. This
approach aims to ensure that the design developed is not only visually
appealing, but also functional and meets user needs as a whole.

Usability testing was conducted on 6 participants selected based on
user personas from the Define stage, covering ages 21-35 years,
professional backgrounds such as students, young employees, to
prospective young families. The prototype was tested using the Maze
platform to quantitatively monitor user interactions, and Google Meet for
observation and short interviews. After completing the assigned tasks,
participants were asked to fill out the SUS questionnaire via Google Form
to measure their perceptions of ease of use and overall satisfaction.

Three test scenarios were arranged based on the priority of user
needs: (1) finding property information, (2) viewing housing locations, and
(3) contacting developers. The test results showed that all participants
successfully completed all tasks (100% success rate) without significant
obstacles (0% drop-off), although a relatively high misclick rate was found
in the second and third tasks. This indicates that in general the information
is easy to access, but there are still some improvements that can be made
to the navigation labels or button placement to make it more intuitive. In
terms of engagement, the time required for users to complete each task
ranged from 7.2 seconds to 17.7 seconds, indicating that users were able
to complete tasks quickly and efficiently. The relatively fast but still
explorative duration indicates that the information structure has been
arranged logically and is able to maintain users' attention without frustrating
them.

Table 1. Engagement Results

Task Avg. Duration Interpretation

Task 1 17.7 seconds | Indicates active exploration, the user is
engaged in a search for information.
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Finding Property

Information

Task 2 15.8 seconds | Efficient and fast enough, shows focus
View Housing Location and interest

Task 3 7.2 seconds | Very fast, indicating good accessibility of
Contacting the Developer information

In terms of user experience, in addition to the success rate, the
analysis also includes misclick rate and drop-off metrics. The first task had
a misclick rate of 38.5%, while the second and third tasks recorded 60.9%
and 53.8%, respectively. While these numbers indicate minor challenges in
selecting certain Ul elements, this did not prevent participants from
completing the task, meaning that the interaction flow remained fairly clear
and not confusing overall.

Table 2. User Experience

Task Success Rate Misclick Rate Drop-off
Task 1
Finding Property 100% 38.5% 0%
Information
Task 2 o o o
View Housing Location 100% 60.9% 0%
Task 3
Contacting the 100% 53.8% 0%
Developer

Meanwhile, user satisfaction measurement was conducted using the
System Usability Scale (SUS) instrument consisting of 10 statements with
a Likert scale of 1-5. After the calculation, the average SUS score obtained
was 87.5, which is included in the Excellent (Grade A) category. This score
reflects a very high level of satisfaction with the tested prototype, with
positive assessments especially in the aspects of ease of use, clarity of
navigation, and user trust in the system.
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Figure 10. SUS Score Classification Graph

Interpretation of the SUS score shows that the ABC Housing website
in the prototype version has met the usability principles very well. Not only
is it able to present information clearly, this prototype also succeeds in
creating a pleasant and convincing experience for users, which is the main
goal of the UI/UX redesign process.

Discussion

This study reinforces the effectiveness of the Double Diamond
Framework as an iterative design method capable of generating user-
centric digital interface solutions. By progressing through the four stages—
Discover, Define, Develop, and Deliver—the researcher was able to capture
user aspirations, map out needs, create prototype solutions, and evaluate
the design using the System Usability Scale (SUS). This approach led to a
redesign of the Grand Kemayoran website that is not only more functional
but also enhances key UX indicators such as ease of navigation, user
engagement, and overall satisfaction.

These implications strengthen the findings of Ramadhan & Kunci
(2024), who found that the Double Diamond method improves usability and
user satisfaction in the Halal.Me application, especially for specific needs
like food preferences. Similarly, the research aligns with the findings of
Ayunitasari et al. (2024), who demonstrated that applying the Double
Diamond framework in mobile e-commerce and booking service apps
resulted in high user satisfaction levels (SUS score of 83.916, categorized
as "excellent").

Additionally, this study supports Usmanto (2022)’s argument on the
importance of deep understanding of user needs in achieving usability and
satisfaction. In the context of information system design, such as the Final
Project Management System (SIMTA) studied by Mujahidah et al. (2024),
this approach consistently shows relevance in delivering effective and user-
adaptive designs. Beyond validating the Double Diamond as a design
method, this research contributes to the literature by integrating quantitative
evaluation tools like SUS into the UX testing process. Through SUS, the
study evidences a significant improvement in users’ perception of website
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usability post-redesign. This confirms the findings of Evina Maknun &
Andhyka Kusuma (2024), who used a combination of SUS and UEQ to
evaluate a plant disease detection app and obtained average usability
scores above 90.

Thus, this study reinforces the argument that metric-based
evaluations such as SUS are crucial in assessing UX design success and
should be strategically combined with iterative design methods like Double
Diamond. This integrative approach opens the door for theoretical
development in Human-Computer Interaction (HCI), particularly in
constructing quantitative, user-centered evaluation frameworks.

"Another theoretical contribution lies in the interdisciplinary
intersection between digital marketing and UX design. By focusing on the
property sector as a case study, this research underscores the strategic role
of UI/UX design in influencing consumer decisions indirectly—by enhancing
perceptions of professionalism, information accessibility, and user comfort.
This shows that design is not merely aesthetic but serves as a critical
instrument in effective digital communication and marketing strategies.

"The theoretical implications are expected to enrich academic
references in UX design and also provide a foundational framework for
curriculum and teaching module development in the fields of information
technology, digital business, and visual communication. This study can
serve as a reference for academics evaluating UI/UX design model
effectiveness and for structuring practical, project-based learning
approaches.

Practically, the study demonstrates that the Double Diamond method
can significantly improve corporate website effectiveness in attracting
attention and building consumer trust, particularly in the property industry.
The user-centered redesign of the Grand Kemayoran website not only
enhanced its visual appeal but also improved navigation, clarified product
information, and sped up the information search process.

"These findings echo those of Akbar (2023) and Septiawan et al.
(2023), who emphasized the importance of user interface redesign in
increasing user interest and satisfaction for fumigation service websites and
academic portals. In the case of Grand Kemayoran, what was once a plain
and unattractive website has become a professional, persuasive digital
platform that better communicates property information and enhances
prospective buyer engagement.

For UI/UX design practitioners, this research offers a strong
reference for applying structured, user-driven design methods. The use of
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Figma to build a high-fidelity prototype, SUS for usability evaluation, and a
data-driven iterative approach derived directly from user input can be
considered a best practice for digital design projects in both private and
public sectors. This aligns with findings from Permana (2023) and Rahman
& Indah (2024), who emphasized the importance of prototypes, task
scenarios, and quantitative evaluations in creating effective, user-friendly
interfaces.

For students and academics, this study serves as a comprehensive
case study on how digital design theory can be applied in real-world
scenarios. It provides a clear example of how the design process can begin
with problem identification, followed by field data collection, solution
development, and design validation using quantitative data. This adds value
to curricula in digital business, information technology, and visual
communication design, which increasingly emphasize project-based and
problem-based learning. For end-users or consumers, this research has a
direct impact by improving access to information, product clarity, and overall
comfort in using the website. A well-designed website not only serves as an
information medium but also as a strategic communication tool that builds
user trust and loyalty. This supports the website’s role as a key touchpoint
in modern digital marketing strategies, as outlined by Chaffey & Chadwick
(2019) in the digital marketing funnel framework.

Finally, this study is also relevant for business decision-makers and

stakeholders looking to understand the importance of investing in digital
design. With results demonstrating improved user experience and
quantified satisfaction increases, the research provides a strong justification
for strategic investment in digital transformation.
This study also highlights the importance of cross-disciplinary collaboration
among designers, system developers, end-users, and business
stakeholders. This collaboration is reflected in the co-creation phase of the
Double Diamond framework, which emphasizes input from multiple parties
in the design process. These implications are especially relevant in today’s
professional world, where cross-sector collaboration is increasingly
essential. Lastly, practical benefits are also evident for customers or
potential buyers. With the improved website design, consumers can more
easily access relevant information, navigate to find desired units, and
contact developers. A well-designed website fosters trust and comfort,
ultimately influencing purchasing decisions. This shows that UX not only
affects digital experiences but also real consumer behavior.

CONCLUSION
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The application of the Double Diamond method has proven effective
in the UI/UX redesign process of the ABC Housing website systematically
through four stages: Discover, Define, Develop, and Deliver. This process
allows for in-depth identification of user needs and problems, formulation of
data-based solutions, to comprehensive design development and testing.
The results of usability testing using the Maze platform showed a 100% task
success rate, efficient interaction duration, and minimal obstacles in
navigation, reflecting increased engagement and user experience. In
addition, the satisfaction evaluation using the System Usability Scale (SUS)
with six participants produced an average score of 87.5, which is included
in the “Excellent” category. This score indicates that users feel satisfied,
comfortable, and confident using the redesigned website. Overall, the
Double Diamond method successfully creates user-friendly design
solutions, as well as improving three main aspects of digital interaction,
namely engagement, user experience, and user satisfaction.

REFERENCES

Akbar, F. M. (2023). Perancangan Desain Ui/Ux Website Fumigasi Untuk
Meningkatkan Customer Experience Pada Pt. Prana Argentum
Corporation. Universitasi Dinamika.

Albert, B., & Tullis, T. (2013). Measuring The User Experience: Collecting,
Analyzing, And Presenting Usability Metrics (2nd Ed.).

Alfarezi, Z. (2023). Maze Design Untuk Usability Testing: Studi Kasus
Prototipe Aplikasi. Jurnal Polektro: Jurnal Power Elektronik, 12(3),
176-181.

Ariya Antono. (2017). Pengaruh Physical Evidence Terhadap Kepuasan
Konsumen Kereta Api Daop 1 Jakarta. Universitas Telkom.

Astuti, I. A., Suyanto, ) M, Sukoco, ), Pengajar, S., Stmik, M., & Yogyakarta,
A. (2017). Penerapan Metode User Centered Design Pada Game
Based Learning Terhadap Motivasi Belajar Siswa 1) Alumni Mti Stmik
Amikom Yogyakarta 2),3). Jurnal Informasi Interaktif, 2(1).
Http://Danielikim.Com/What-Is-User-Centered-

Auliya Rahman, F., & Rosa Indah, D. (2024). Perancangan Ulang Desain
Ui#Ux Website Digilib Universitas Sriwijaya Menggunakan Metode
Double Diamond. 14(1), 135—-148.

Ayunitasari, F., Resmi, G., & Kaniawulan, I. (2024). Penerapan Metode
Double Diamond Dalam Perancangan Ui/Ux Aplikasi E-Commerce
Dan Booking Service Berbasis Mobile Pada Swara Computer. In Jurnal
Mahasiswa Teknik Informatika (Vol. 8, Issue 5).

110 https://ejournal.unesa.ac.id/index.php/jdbmi/index




Irzha Nabhan Syach, lka Diyah Candra Arifah, Kroen van der Kroft

Implementation of the Double Diamond Method to Increase Engagement, Experience
and Satisfaction of ABC Housing Users in Madura, East Java

Birri Firamadhani, E., & Arwin Dermawan, D. (2023). Rancang Ulang Ui/Ux
Aplikasi Prime Video Menggunakan Perbandingan Metode User-
Centered Design, Design Sprint, Dan Double Diamond. Jurnal
Manajemen Informatika, 15(1).

Brooke, J. (2020). Sus: A Retrospective. Journal Of Usability Studies.

Brown, T. (2009). Change By Design: How Design Thinking Transforms
Organizations And Inspires Innovation. Harpercollins.

Chaffey, D., & Chadwick, F. E. (2019). Digital Marketing: Strategy,
Implementation And Practice (7 Th Ed). Pearson.

Evina Maknun, N., & Andhyka Kusuma, W. (2024). Pendekatan Metode
Double Diamond Untuk Meningkatkan Pengalaman Pengguna Pada
Antarmuka Aplikasi Pendeteksi Penyakit Tanaman Sayuran. Journal
Mind Journal / Issn, 9(1), 64-77.
Https://Doi.Org/10.26760/Mindjournal.V9i1.64-77

Fahrudin, R., & llyasa, R. (2021). Perancangan Aplikasi “Nugas”
Menggunakan Metode Design Thinking Dan Agile Development. In
Reza llyasa Jurnal limiah Teknologi Informasi Terapan (Vol. 8, Issue
1).

Farhan, M., & Sujarwo, A. (2022a). Perancangan Prototipe Aplikasi Antrean
Berbasis Mobile Menggunakan Metode Double Diamond. Jurnal llmiah
Teknologi Informasi Dan Robotika, 4(1), 9—19.

Farhan, M., & Sujarwo, A. (2022b). Perancangan Prototipe Aplikasi Antrean
Berbasis Mobile Menggunakan Metode Double Diamond. Jurnal lImiah
Teknologi Informasi Dan Robotika, 4.

Fauziyah, R., & Yunita, Y. (2024). Perancangan Ui/Ux Absensi Karyawan
Pt. Sumber Bahagia Metalindo Dengan Metode Design Thinking.
Journal Of Information System, Informatics And Computing, 8(1), 50.
Https://Doi.Org/10.52362/Jisicom.V8i1.1504

Firmansyah, M. Z., Kharisma, A. P., & Fanani, L. (2024). Perancangan
Pengalaman Pengguna Aplikasi Human Resources Menggunakan
Metode User-Centered Design. Jurnal Pengembangan Teknologi
Informasi Dan llimu Komputer, 8(2).

Grand Kemayoran. (2024). Company Profile. Pt. Cbs Land Indonesia.

Groenier, M., Borsci, S., & Kowalski, M. (2020). Usability Assessment Of
Mobile Applications Used For Training Surgical Skills The Effect Of
Domain Expertise On User Satisfaction.

Harrati, N., Bouchrika, 1., Tari, A., & Ladjailia, A. (2016). Exploring User
Satisfaction For E-Learning Systems Via Usage-Based Metrics And
System Usability Scale Analysis. Computers In Human Behavior, 61,
463—-471. Https://D0i.Org/10.1016/J.Chb.2016.03.051

https://ejournal.unesa.ac.id/index.php/jdbmi/index 111




JDBIM (Journal of Digital Business and Innovation Management)
Volume 4 Issue 1, June 2025

E-ISSN 2692-3898

Page 69-81

Iso. (2018). Ergonomics Of Human-System Interaction-Part 11: Usability:
Definitions And  Concepts  Copyright Protected Document.
Https://Standards.lteh.Ai/Catalog/Standards/Sist/D38dc274-D8d4-
4fb9-8206-

Kogisova, L., & Starchori, P. (2023). The Role Of Marketing Metrics In Social
Media: A Comprehensive Analysis. Marketing Science & Inspirations,
18(2), 40—49. Https://D0i.Org/10.46286/Msi.2023.18.2.4

Kurnia, R. S., & Pujiarti, B. (2022). Perancangan User Interface Dan User
Experience Adaptive Mobile Learning Untuk Siswa Sekolah
Menengah. Journal Of Computer System And Informatics (Josyc), 3(4),
430-437. Https://D0i.Org/10.47065/Josyc.V3i4.2085

Kurniawan, A. Y. (2022). Rancangan Ui/Ux Pada Game Belajar Aksara
Lampung Bersama Muli (Studi Kasus: Sekolah Dasar Swadhipa
Natar). Jurnal Informatika Dan Rekayasa Perangkat Lunak (Jatika),
3(3), 266—277. Http://Jim.Teknokrat.Ac.ld/Index.Php/Informatika

Kurniawan, B., & Romzi, M. (2022). Perancangan Ui/Ux Aplikasi
Manajemen Penelitian Dan Peng. Jsim: Jurnal Sistem Informasi
Mahakarya, 5(1), 1-7.

Kurniawan, R. (2021). Penerapan Metode Cpm Dan Grantt Chart Untuk
Mengukur Efisiensi Waktu (Studi Kasus Pembangunan Rumah Perum
Gip Kertosono, Nganjuk). Jurnal Ekonomi Dan Kewirausahaan, 20(4).
Https://Doi.Org/10.33061/Jeku.V20i4.4997

Maghfira, S., Sagirani, T., & Amelia, T. (N.D.). Salma Maghfira, Prototipe
Dashboard Aplikasi Postasy Berbasis Website... 155 Prototipe
Dashboard Aplikasi Postasy Berbasis Website Menggunakan Metode
Pureshare Untuk Meningkatkan Kemudahan Layanan Posyandu.
Http://Posyandu.Epizy.Com.

Manzilati, A. (2017). Metodologi Penelitian Kualitatif Paradigma, Metode,
Dan Aplikasi. Ub Press.

Maze. (2023). Measure Usability Metrics: How To Track And Improve Your
User Experience. Maze Blog.

Mujahidah, F. A., Prawira, D., & Febriyanto, F. (2024). Perancangan Ui/Ux
Sistem Informasi Manajemen Tugas Akhir (Simta) Menggunakan
Metode Double Diamond. Cess (Journal Of Computing Engineering,
System And Science), 9(2), 589-600.

Naufal, R. M. (2025). Desain Ui/Ux Aplikasi Pemilihan Alat Forensik Digital
Menggunakan Metode Design Thinking.

Nurhakim, M. L., Hanggara, B. T., Sartika, I., & Maghfiroh, E. (2023).
Analisis Usability Dan Pengalaman Pengguna Website Sman 5 Bogor

112 https://ejournal.unesa.ac.id/index.php/jdbmi/index




Irzha Nabhan Syach, lka Diyah Candra Arifah, Kroen van der Kroft

Implementation of the Double Diamond Method to Increase Engagement, Experience
and Satisfaction of ABC Housing Users in Madura, East Java

Versi Mobile Menggunakan Mecue Questionnaire Dan System
Usability Scale (Sus) (Vol. 7, Issue 2). Http://J-Ptiik.Ub.Ac.Id

Park, S., & Kim, J. (2022). Efek Visual Dan Navigasi Website Terhadap
Kepuasan Pengguna Dalam Industri Properti. Journal Of Web Design
And Development, 12(3), 255—-268.

Permana, M. N. (2023). Perancangan User Interface Dan User Experience
Pada Website Pembelajaran Snbt Untuk Meningkatkan Pengalaman
Belajar Dan Kepuasan Pengguna. Universitas Dinamika.

Prarama Betha Roman, D. (2023). Perancangan Ui/ Ux Website
Pemasaran Kopi Dengan Metode Double Diamond Di Desa
Ancolmekar Kabupaten Bandung. Universitas Telkom.

Priswara, 1. (2021). Analisis Dan Perancangan User Interface/User
Experience Aplikasi Mnc Trade New Menggunakan Metode Double
Diamond Pada Pt.Mnc Sekuritas. Universitas Dinamika.

Priyantono, A. C., & Ardiansyah, F. (2020). Perancangan Prototipe Mobile
User Experience Aplikasi Peningkatan Sumber Daya Desa
Menggunakan Metode Double Diamond Designing A Mobile User
Experience Prototype For Village Resources Improvement Application
Using The Double Diamond Method. Jurnal llmu Komputer Agri-
Informatika, 7, 96—104. Http://Journal.lpb.Ac.ld/Index.

Ramadhan, E. S., & Kunci, K. (2024). Penerapan Metode Double Diamond
Dalam Perancangan Antarmuka Pengguna Dan Pengalaman
Pengguna Pada Aplikasi Halal.Me. Repositor, 6(1), 91-98.

Reynaldi, V. K., & Setiyawati, N. (2022). Perancangan Ui/Ux Fitur Mentor
On Demand Menggunakan Metode Design Thinking Pada Platform
Pendidikan Teknologi. Jipi (Jurnal limiah Penelitian Dan Pembelajaran
Informatika), 7(3), 835—-849.

Salsabila, H., Natasia, R., lhsan, M., Putera, A., Sena, R., & Soffa, N.
(2024). Redesign Ui/Ux Website Promedika Menggunakan Metode
Design Thinking Pada Pt Promedika Mitra Utama Samarinda. Equiva
Journal Of Mathematics & Information Technology, 2(1).

Septiawan, G. I., Arifin, M., & Sagirani, T. (2023). Pendekatan Double
Diamond Untuk Meningkatkan Ketertarikan Pengguna Pada Portal
Akademik. Jurnal Teknik Informatika Dan Sistem Informasi, 10(2), 228—
240.

Setiadi, A. R., & Setiaji, H. (2020). Perancangan Ui/Ux Menggunakan
Pendekatan Hed (Human-Centered Design) Pada Website Thriftdoor.

Sidik, A. (2018). Penggunaan System Usability Scale (Sus) Sebagai
Evaluasi Website Berita Mobile. Technologia, 9(2). Http://M.Detik.Com

https://ejournal.unesa.ac.id/index.php/jdbmi/index 113




JDBIM (Journal of Digital Business and Innovation Management)

Volume 4 Issue 1, June 2025
E-ISSN 2692-3898
Page 69-81

Soehnchen, C., Rietz, A., Weirauch, V., Meister, S., & Henningsen, M.
(2023). Creating An Intercultural User-Centric Design For A Digital
Sexual Health Education App For Young Women In Resource-Poor
Regions Of Kenya: Qualitative Self-Extended Double Diamond Model
For Requirements Engineering Analysis. Jmir Formative Research,
7(1). Https://D0i.Org/10.2196/50304

Tan, W., Tan, Y., & Tan, G. (2021). Digital transformation in the real estate
industry: The role of website design in consumer engagement. Journal
of  Property Marketing and  Technology, 29(3), 221-
235. https://doi.org/10.1108/JPMT-10-2020-0078

Usmanto, E. F. F. (2022). Implementasi Double Diamond Framework Dalam
Perancangan Ui/Ux Aplikasi Biodiversity Information And Guidance
System (Bigs) Berbasis Android (Studi Kasus: Geopark Belitong).
Universitas Islam Negeri Syarif Hidayatullah Jakarta.

Valadi, S., & Hannes Feuersenger, M. S. (2018). Analysis Of Current
Usability And User Experience Questionnaires And Creating An
Optimized Usability Questionnaire.

Wardana, C. F., & Prismana, I. G. L. P. E. (2022). Perancangan Ulang Ui &
Ux Menggunakan Metode Design Thinking Pada Aplikasi Siakadu
Mahasiswa Berbasis Mobile. Jeisbi, 03(4), 2022.

Wijaya, A., Agustria, K., Wijaya, M., Elevan, R. T., Putra, R., Pribadi, R., &
Kunci, K. (2022). Mdp Student Conference (Msc) 2022 Perancangan
UilUx Pada Aplikasi We-Care Menggunakan Metode Design Thinking.

Wijaya, F. D., & Pakereng, M. A. |. (2023). Perancangan Aplikasi E-
Commerce Fdw Store Menggunakan Metode Lean Ux. Jurnal Jtik
(Jurnal Teknologi Informasi Dan Komunikasi), 7(2), 337-347.

Williams, L. H. (2023). Efficiently Engaging: Toward An Expansive View Of
Time On Task. In Journal Of User Experience (Vol. 18).

Wiwesa, N. R. (2021a). User Interface Dan User Experience Untuk
Mengelola Kepuasan Pelanggan. In Jurnal Sosial Humaniora Terapan
(Vol. 3, Issue 2).

Wiwesa, N. R. (2021b). User Interface Dan User Experience Untuk
Mengelola Kepuasan Pelanggan. Jurnal Sosial Humaniora Terapan,
3(2).

Yudarmawan, R. A., Kompiang, A. A., Sudana, O., Made, D., & Arsa, S.
(2020). Perancangan User Interface Dan User Experience Simrs Pada
Bagian Layanan. In Jitter-Jurnal limiah Teknologi Dan Komputer (Vol.
1, Issue 2).

114 https://ejournal.unesa.ac.id/index.php/jdbmi/index




