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Why UX research is treated
as “a second class citizen”

in a product development stage
Written by: Dr. Sunu Wibirama (Universitas Gadjah Mada 

Chair of IEEE Systems, Man, and Cybernetics Society, Indonesia Chapter)
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If you’ve ever depressed when using a digital product — 
whether that is a mobile app or a website — you’re not alone. 
I am one among several other researchers and technologists 
who have big concern about this. Any product, whether it is 
aimed to be commercialized or not, should be improving our 
life, helps us, makes us easier to solve our task at hand, and 
even better: giving us a new hope for a better life.

However, many products seem to be developed based on 
what companies, organizations, or developers think about us. 
Most of the time, this is a wrong way to develop a product. 
User experience (UX) research seems to be treated as a 
second class citizen in a product development stage. There 
are at least three reasons to justify my argument:

First, the user centered design (UCD) concept is not the first 
thing to come in mind during planning a product develop-
ment. On the other hand, a product should be developed for 
users, or let’s say: customers — not for the developers. Swins-
coe (2016) explains that some firms fail because they bring 
too much attention to their own products or services while 
they disconnect themselves from their customers. As a result, 
they waste their money and time developing a product that 
customers do not want to use.

Organizations that receive money from government and are 
responsible to develop public services are prone to this 
problem. Even worse, some organizations are measured by 
how many KPIs they can achieve within a year. Sadly, the KPIs
include development of digital products such as information 
systems or mobile apps. As a result, they just focus their 
attention on how to achieve their own KPIs — making as 
many systems as possible — not to make the whole services 
work better. KPIs should be used as indicators, not goals. 
When KPIs are turned into goals, KPIs turn to poison (Marr, 
2019).

An organization — whether for profit or not — should think 
about creating a product that stimulates more engagement 

from users while helping users to solve their tasks at hand.

This article has been previously published in Medium: 
https://medium.com/@sunu.wibirama/why-ux-research-is-treated-as-a-second-class-citizen-in-a-product-development-stage-f8471e648474
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What UX research can 
offer to your organization?
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Second, user experience (UX) is an intangible stuff, not a 
visible product that you can show off to your stakeholders like 
a website or a mobile app. You won’t say to your investor that 
you have created a specific user experience. Yes, you do not 
create it. You just make a design for a specific user experi-
ence. Take a similar analogy, you won’t say to your customer 
that you create a user experience for them. You WILL say that 
you have a dedicated product to them.

Since UX is an intangible stuff, it is di�cult to define a specific 
UX criteria and UX measures of a product as success criteria 
during early stage of product development. In my experience, 
finding a right design to create specific user experience is an 
iterative process. You need to dive deeper into the process 
and you need to bring empathy to what your customers say. 
Consequently, making this process looks as rigid as possible 
is not an easy task.

As a practical example, have you ever heard a project propos-
al that includes a specific UX measure as success criteria 
during a specific time frame? I will bet, no. If you find out, it is 
probably 1 out of 1000 proposals. Normally, UX testing is 
included as a small part in the product evaluation stage, not 
the whole development process. This is because UX is intangi-
ble stuff, so people do not see that user centered design 
(UCD) is as important as the whole development process 
itself.

Third, you will find it di�cult to directly convert the results of 
UX research to a measurable profit. If you develop a website 
or a mobile app, it is very easy to measure how much you will 
earn from this product or services that are offered by your 
product. If you create a design for a particular experience and 
then measure the UX, you won’t know how much you will 
earn if you achieve a specific target of UX measure. Remem-
ber, it is intangible. The results may differ from what you’ve 
thought before.

I am an academician as well as a practitioner in UX research. 
I have worked with more than 60 national and international 
brands of South East Asian, US, Japanese, and Europeans 
companies. I helped them to get their digital product better 
through delicate research on customers’ visual perception. 
Every time I was asked about “What is the benefit of measur-
ing UX of my product?” I would answer, “It is not about 
money. It is about how you create more engagement with 
your customers. It is a part of making your customers happy 
and turning curiosity into loyalty.”

Some insights that UX research may give you and your 
business include:
1.  You will know whether improvement in the product 
     design is worth to do.
2.  You will know whether your customers will have more 
     engagement with your product compared with your 
     competitor’s product.
3.  You will know how much cognitive effort that users have 
     to spend to use your product. Bigger means a straight “No” 
     for users.
4.  You will know whether your customers have to invest a  
     steep learning curve to get used to with your product.
5.  Tullis and Albert (2013) also said that UX research is useful 
     to find the most important usability problem in your 
     product. Fixing your usability problem certainly helps your 
     users to solve their tasks faster and improves their produc-
     tivity.
6.  Finally, you will know whether users will recommend your 
     product to their peers. Remember, the strongest market-
    ing strategy is words-of-mouth. Thus, getting a good recom-
     mendation is important to bring more values to your 
     business.

My question is then, “Do you still think that UX research 
should be treated as a second class citizen in a product devel-
opment stage?” I’d love to hear your answer!
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IEEE INDONESIA SECTION MENYAPA

Date : 02 Mei 2020

Date: 5, 12, 19, 26 June and 03 July 2020

WORKSHOP CONFERENCE 
MANAGEMENT 

This workshop aims to improve the quality of confer-

ences in Indonesia virtually, the IEEE Indonesia Section 

held a Workshop on Conference Management.  The 

material that will be discussed in this workshop is proce-

dures for conducting virtual conferences, socialization of 

conference agreements, IEEE conference standards and 

ways to improve conference quality. The are 82 partici-

pates in this workshop with 45 fees registered partici-

pates. 

This workshop aims to share knowledge in writing papers 

that meet international standards. By inviting speakers 

who have lots of internationally indexed papers, partici-

pants are expected to be able to absorb the skills, tips, and 

tricks in writing papers. Participants can also submit draft 

papers to be submitted to international conferences in 

collaboration with IEEE. This event enlivened by promo-

tions from the conference organizers. Participants who 

take part in this event per week reach 500 participants. 

This event was held from 8:00 a.m. to 5:00 p.m WIB.
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MEMBER GATHERING STUDENT BRANCH 

This workshop aims to improve kinship, linkages 

and involvement between the IEEE Indonesia Sec-

tion and Student Members. In this event, the IEEE 

Indonesia Section invites all IEEE Student Branches.

Date : 19 June 2020

WCM & SOCIALIZATION OF USING 
WEBEX AND ZOOM ACCOUNTS
WITH THE ORGANIZER

This event aims to improve the quality of virtual 

conferences in Indonesia, the IEEE Indonesia Sec-

tion held this workshop. Besides explaining about 

conference management in general, this workshop 

will explain Video Conferencing Tools Training 

(Webex and Zoom).

Date : 18 July 2020
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Webinar Series # 1
Topics : Bedah Buku “ Penulisan Artikel
Ilmiah”
https://youtu.be/29sFHCKtRTA

Webinar Series # 2
Topics : Bedah Buku “ Proposal Hibah
Riset- Dari Ide Hingga Didanai”
https://youtu.be/eOdk35Q9cz0

Webinar Series #3 "Melakukan Riset dan 
Membangun 'Virtual' Laboratorium di 
Tengah Masa Pendemik COVID-19". 
https://youtu.be/L3ooitQueSE

Webinar Series #4
Topics : Riset Multidisiplin dalam
Mempersiapkan 'New Era' Pasca COVID-19
https://www.youtube.com/watch?v=ODE5Fxz
fA6A

Webinar Series #5
Topics : Melakukan Penelitian Doktoral Level 
“International
https://www.youtube.com/watch?v=Z9Kxx0L
bOIk

Webinar Series #6
Topics : Mencari Supervisor atau Rekan
Penelitian yang Membuat Kita “Go 
Internasional
https://www.youtube.com/watch?v=_CxZTkt-
xJ4

Webinar Series #7
Topics : Membandingkan Karir Peneliti di 
Indonesia dan di Luar Negeri
https://www.youtube.com/watch?v=8HqbBz
R9Q_I

Webinar Series #8
Topics: Riset Program Sarjana, Magister dan 
Doktoral: Persamaan dan Perbedaannya
https://www.youtube.com/watch?v=7GVU2o
du7ho

Webinar Series #9
Topics: Pemanfaatan Teknologi NLP di Masa 
Pandemi COVID-19
https://www.youtube.com/watch?v=kCVCvF9
dyfI

Webinar Series #10
Topics: Meniti Karir sebagai Dosen dan 
Tantangannya
https://www.youtube.com/watch?v=hp2RON
nihOs

Webinar Series #11
Topics: COVID-19 From the Point of View of 
Knowledge Graphs
https://www.youtube.com/watch?v=9L2FJzRp
IfE

Webinar Series #12
Topics: Meniti Karir Sebagai Seorang ASN 
(Aparatur Sipil Negara)
https://www.youtube.com/watch?v=F_JpVUX
qddc&t=18s
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During May to July, WIE and IS conducted a number of activities, three of 
which were Webinars and two other activities were held together with 
WIEE R10.

The topic discussed at the Webinar on 22 July 2020 was "Women in 
Leadership". This activity is a collaboration between WIE IEEE IS and 
Aptikom DKI Jakarta. A pandemic condition that force everyone adapt 
quickly requires example from role models and �gures to create a network 
of social empowerment. 

Especially in the family, a mother is required to manage the household 
with a di�erent mechanism. The demand for parents to look after their 
children during of online school education, additional cost for families to 
maintain good health with good nutrition. Overall, activities of family 
members are mostly carried out at home and this require mother’s ability 
to support her children and  her partner. However, by nature and cultural 
history, many people doubt the ability of women to be leaders. Women 
have the primary responsibility of educating their children, taking care of 
the family. The nature of women who mostly prioritize "feelings" is consid-
ered to be a barrier for women to become successful leaders.

However, along with changing times and social paradigms, many women 
have succeeded in becoming reliable leaders, not just leaders who only 
ful�ll the quota for women's representation, but being a good quality and 
great leaders. Some women are quali�ed without leaving their role in 
caring for the family.

The Webinar Talk "Women in Leadership" presents outstanding female 
leaders to share their knowledge, experience and spirit. The WIE Indonesia 
Section event was held as a Panel Discussion presenting the following 
speakers: The Vice Governor of West Nusa Tenggara for the period 
2018-2023, Dr. Ir. Hj. Sitti Rohmi Djalilah, M.Pd; Rector of the State Islamic 
University of Syarif Hidayatullah Jakarta, Prof. Dr. Hj. Amany Burhanuddin 
Umar Lubis, Lc., M.A, Chairperson of UI Green Metric Rankings of World 
University, Prof. Dr. Ir. Riri Fitri Sari, M.Sc., MM, Chairman of STMIK Nusa 
Mandiri, Dr. Dwiza Riana, M.Sc, and Co-Founder of Multikom Global 
Mediatama, Agnes Irwanti, MSi.

In May 2020, the WIE - IEEE SIGHT conducted a Webinar entitled “Good 
Nutrition for Family Against Covid-19. The speakers were Dr. Yoke S. Irawan 
as the IEEE SIGHT Indonesia chair, Allya Paramita Koesoema ST, MT, Ph.D, 
and Astrid Rahardjo, M.E.Des. In this activity,  issues such as how proper 
nutrition should be given for the whole families during the current 
pandemic were presented. Discussion of some issues such as the type of 
food, the extrapolation of the nutritional content, storage method and 
food processing techniques have sparked the interest of many women to 
performe even better in their daily activity. 

Another activity conducted by the WIE Indonesia Section was an online 
gathering for region 10 with the topic "Current Situation of Covid-19 
Japan vs Others". WIE Indonesia also participated in the R10 event for a 
webinar with the topic "The New Normal Life through COVID-19" on June 
13th 2020. Riri Fitri Sari and Agnes Irwanti have represented the Indonesia 
Section

Webinar WIE IS

https://www.youtube.com/watch?v=FHM43Em_MKQ

https://www.youtube.com/watch?v=8tTL34qDkFo

Prepared by : Yus Natali
A doctoral student at Universitas Indonesia

A lecturer at Akademi Telkom Sandhy Putra Jakarta
IEEE Women in Engineering (WIE) Indonesia
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MASTERING CREATIVE PERFORMANCE
FOR BETTER INNOVATION WEBINAR

On May, 23rd 2020 IEEE Student Branch Telkom University held a webinar which is focused on the way how 
university students find great innovations that may leads into entrepreneurship. The speaker is Director of 
Research and Community Service Telkom University Angga Rusdinar, S.T., M.T., Ph.D. with Amanda Julia Isa 
The Student Activities Coordinator IEEE Indonesia Section as the moderator. This webinar lasted an hour and 
a half hours, included the QnA session.

This interactive webinar started with introduction of a government program for university student called 
"Kampus Merdeka" that focused on the development of eminent human resources and also focused on the 
fast-moving industrial needs. This program is a chance for students to improve themselves in innovations. 
The speaker is also explained by the process of research to
entrepreneur. The process itself has eight main points, there are finding problem, define and solve problems, 
generate idea, design product, material purchasing, making product, testing or installation and commercial-
ization.

This webinar attended by IEEE student branch and university students from all over Indonesia. 

Prepared by : Cantika Puspa Karuniaputri
Telkom University

IEEE Student Branch Telkom University
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ACTIVITIES OF IEEE COMMUNICATIONS SOCIETY (ComSoc)
INDONESIA CHAPTER DURING THE COVID-19 PANDEMIC

During this unprecedented time, organizing a physical 
seminar is pretty impossible, due to the spread of the Corona 
Virus Diseases 19 (COVID-19) is inclining dramatically. This 
causes the government banning and not allowing any mass 
gathering activities that are involving many people to be 
gathering in one space. Although, the COVID-19 spread keeps 
ongoing, this does not stop us from IEEE ComSoc Indonesia 
Chapter to organizing many events or trainings via the Webi-
nars. 

On the 8th June 2020, we did collaboration with Fastconn, 
Techbross and Indonesian Telco consultants to organized 
Telco Training with the topic “4G5G TRAINING FOR COV19”. In 
this training, ComSoc Indonesia Chapter General Secretary, 
Alfin Hikmaturohman was opening the session and Dr. 
Wiseto Agung (ComSoc Chapter Chair) was introducing IEEE 
ComSoc Indonesia Chapter. For this collaborated training, the 
participant’s fee will be donated for those who are affected 
by COVID-19. 

Besides, there are 3 additional sessions were held as follow:
1. “Introduction on Small Satellite System for Massive 
    Machine Type Commnication (5G mMTC)”, Speaker was 
    Wahyudi Hasbi, S.Si, M.Kom (Lembaga Penerbangan dan 
    Antariksa Nasional-LAPAN),  that been held on 8th June 
    2020.  The video of the training can be seen at:  
    https://bit.ly/IEEE-ComsocSatelit

2.   Understanding Multi-Antenna Communication: From  
     AWGN Channels to Massive MIMO. The speaker was Prof. Ir, 
     Gamantyo and held on 11th June 2020 at 20:00. The 
     training video can be seen at: https://bit.ly/5Gmimo

3.   Enhanced Security for the Next Generation Wireless 
      Communication Systems by Gandeva Bayu Satrya, Ph.D 
      on 15th June 2020 at 20:00. Video can be viewed by 
       using this link: https://bit.ly/5G-Security

Poster Training by Wahyudi Hasbi, S.Si, M.Kom

Poster Training by Dr.Gandeva Bayu Satrya, Ph.D

Poster 4G5G Training 

Poster Training by Prof. Ir, Gamantyo

Prepared by :
Dr. Ign. Wiseto P. Agung (ARS University) 

IEEE ComSoc Indonesia Chapter
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August 5th 2020

speaks out on how the new normal are forcing out people to 
do digital transformation and technologies and maximizing 
the use of big data. Alongside Kuncoro Wastuwibowo, our 
next speaker was Dr. Bambang Setia Nugroho S.T., M.T., he 
was Dean of School of Electrical Engineering Telkom Universi-
ty. He is the Vice Chair for IEEE ComSoc Indonesia Chapter. 
He was talked on the industries 4.0 that involving education 
that people can personalized. On this webinar, there are 56 
participant ranging from variety of background. To view this 
webinar, you may refer to https://bit.ly/IEEE-webinar1

Furthermore,  there 
was a webinar with 
the topic “Education 
Ecosystem 4.0 in 
Facing the New 
Normal”. This webinar 
was held on 1st July 
2020. One of the 
invited guest speaker 
was Kuncoro Wastuwi-
bowo, Ir, MSC. (SM), he 
is the Portofolio and 
Synergy Leader at 
Telkom Indonesia. 
During the webinar, he 

Moreover, on 3rd August 2020, we organized collaborated 
webinar with Lembaga Sertifikat Prestasi (LSP) Komputer, 
LSP Telekomunikasi and Train4best for “Certification of 
Competence in Information Technology and Telecommunica-
tion field”. Our General Secretary, Alfin Hikmaturokhman, S.T., 
M.T became the guest speaker for this webinar. The full 
recorded webinar on this link https://bit.ly/T4B-sertifikasi

To sum up, we had organized many trainings and webinars 
on the past 2-3 months. We are hoping that we are still able 
to organize more webinars and trainings in the near future in 
order to educate more people in Indonesia the awareness of 
technology from variety of backgrounds.  

Our other activity, 5G Training during the COVID-19, was 
collaborated on 25th July 2020 with the topic was “5G 
Spectrum Policy and License Fee Regulation to Face The 5G 
Era”. The invited guest speakers were Adis Alifiawan., ST.MH 
and Eri Irawan, ST, MH that are from Ministry of Communica-
tions and Informatics (KOMINFO). Alfin Hikmaturokhman 
.,ST.,MH as the moderator. All participants fee will be donated 
for those who are affected by the COVID-19 . You may view 
the recorded training by the link https://bit.ly/5G-regulation

Not long after that, we 
organized a free 
webinar on 29th July 
2020 with the topic of 
“IoT Role to Accelerate 
the Achievement of 
Sustainable Develop-
ment Goals (SDG)”. For 
this webinar, we invited 
Ir. Teguh Prasetya MWP, 
MT - Chairman of IoT 
Association Indonesia 
as our Guest Speaker. 
We also invited Dr. 
Muhammad Ary Murti,

 Director of IoT Research Centre, Telkom University and he also 
as the Treasurer for IEEE ComSoc Indonesia Chapter. Dr. 
Wiseto Agung as the Chair for IEEE ComSoc Indonesia 
became the moderator for this webinar. To view the webinar, 
just refer to this link https://bit.ly/IEEE-webinarIoT

Poster Spectrum Policy License Fee Regulation to Face the 5G Ultra Training

Poster Certification of Competence in Information Technology and Telecommunication field

Poster IoT Role to Accelerate The Achievement of 
Sustainable Development Goals (SDG)

Poster Education Ecosystem 4.0 in Facing 
The New Normal Webinar
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Businesses naturally want to know how e�ciently they are operating, and one important metric in this regard is gross profit during 
a period, which is the revenue generated by sales minus the cost of goods sold. The value of production and cost of goods sold 
represents the costs incurred by merchandisers. This of course points out that COGS is one of the most crucial variables in business 
continuity. However, most studies found MSMEs have lack of understanding in financial reporting and its importance. MSMEs often 
neglect this process, that later on implying direct effect on the business. One common obstacle that occur from this is di�culty is 
to applying cash credit on the bank. Most banks require prospective borrowers to show available accounting records of the 
business to forecast the businesses ability in repaying their loans. This case is one of the bottleneck issues for MSMEs to be able to 
expand their business. 

In this training we invited Cleossa L. A. Putri as moderator, who is the Vice Chair of Young Professional IEEE Indonesia Section; and 
Ms. Sri Rusiyati, expert in accounting field to share knowledge for calculating the production and cost of goods sold, including on 
how to make simple financial report for MSMEs. The training is conducted online using zoom platform. Dr. Dwiza Riana, the project 
leader of LENTERA UMKM, gave opening remark and welcome all MSMEs participants. She hopes even during this di�cult 
situation, MSMEs still able to strive out and overcome the obstacles ahead. The training started with pre-test to measure MSMEs 
understanding of production and selling cost. And after the material is delivered, we distributed post-test link to make sure the 
MSMEs audiences were able to received it well. 

There are several points that can be concluded from the topic 
delivered by Ms. Sri Rusiyati:
1.  There are lots of cases whereas MSMEs oftentimes miscalculated 
     the cost of production and cost of goods sold. This is caused by 
     the lack or unavailability of financial records.
2.  Making a financial record is important because through the 
     numbers, we can see clearly whether the business experiencing 
     loss or profit. It can also be used to apply loans from bank.
3.  In deciding the production and selling cost, all cost variable need 
     to be included (e.g.: electricity cost, gas cost, administration, 
     overhead cost, etc).

MoM Lentera UMKM
Training on Calculation of Production and Cost of Goods Sold

Attendees: 61August 5th 2020

Prepared by : Cleossa L.A Putri 
Vice Chair IEEE Young Professional
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