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ABSTRACT 
Globalisation and the rapid growth of technologies call for ease and 
automation in different aspects, including in tourism. Tourism is an 
important sector in Malaysia as it generates income for the country. In 
recent years, Malaysia has seen a surge in the arrival of high-spending 
Arab tourists. This reflects the need to provide a tool, specifically a tourism 
mobile application in the Arabic language, that could help ease their 
journey in Malaysia. Thus, this study aims to determine the usability of the 
i-Suyyah mobile application for Arab tourists in Malaysia. The data 
obtained were analysed using the Fuzzy Delphi method, and twelve 
experts were selected to analyse the fuzziness consensus. It was found 
that the i-Suyyah mobile application recorded a high percentage of expert 
consensus, specifically on its usability. All usability items have reached 
unity with the threshold value of d 0.2, and the percentage of consensus 
among the expert group is more than 83%.  
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1. INTRODUCTION 

People travel for different purposes, including for pleasure, business or education. 

In general, tourism involves travelling to and staying in places outside of their 

immediate environment for a period of not exceeding one year for leisure and not less 

than 24 hours for business or other purposes. Tourism can be domestic, where 

travellers can travel within their traveller's own country or international tourism, where 

travellers travel to other countries. International tourism is a great way for a country to 

highlight its unique culture and lifestyle, food and traditions and natural attractions to 

outsiders. The tourism industry plays a crucial role in the economic development in 

Malaysia since independence. Realising its importance, the government has 

established the Ministry of Tourism, Arts, and Cultures (MoTAC). Previously, the 

tourism industry was supervised by the Tourism Development Corporation of Malaysia 

(TDC) which was established on 10 August 1972 as an agency under the former 

Ministry of Trade and Industry. Subsequently, after the establishment of MoTAC on 20 

May 1987, TDC was rebranded into Malaysia Tourism Promotion Board (MTPB) as 

part of the Malaysia Tourism Promotion Board Act 1992. MTPB focuses on promoting 

local attractions in Malaysia to domestic and international travellers. At present, MTPB 

is officially known as Tourism Malaysia. 

The tourism industry is the third-highest contributor to Malaysia's Gross Domestic 

Product (GDP) after manufacturing and commodities. In 2018, tourism contributed 
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approximately 5.9% of the GDP or RM 84.1 billion to Malaysia's annual revenue. This 

revenue is 2.4% or RM 8.2 billion higher than the revenue in 2017 (Bernama, 2018). 

Furthermore, the amount of spending by international tourists in 2018 is RM25.8 

million, which is a slight decrease from RM25.9 million recorded in 2017. On the other 

hand, the spending per capita of international tourists increased by 2.9% to RM 3257 

in 2018 from RM3266 in 2017. The highest expense comes from shopping (33.4%), 

followed by accommodation (25.7%) and food and beverages (13.4%) (Bernama, 

2018). 

Due to its significance to the country's economy, the government has devised many 

initiatives to boost tourism in Malaysia and to make Malaysia one of the top tourist 

destinations in the global market. Just recently, the Malaysian government has 

launched the "Visit Truly Asia Malaysia 2020" campaign to reach ambitious targets of 

30 million visitors and 100 billion Malaysian Ringgit in tourism receipts for 2020. 

The discussion above indicates that tourism is one of the main economic activity in 

Malaysia and highly contribute to the country's development. Subsequently, the 

revenue generated from tourism has created a boost in the economy. It provides more 

funds to build more infrastructures, maintain and improve facilities for public use and 

improve services in various sectors, including transportation, securities and health. 

2. BACKGROUND 

In recent years, Southeast Asian countries, including Malaysia, has become a 

tourism hotspot for travellers from the Middle East or Arabic countries (Tourism 

Malaysia, 2019). In 2017, 27000 Arab tourists visited Malaysia, and the number 

increased to 33000 in 2018 with total spending of RM 3.8 billion. Arab tourists are one 

of the highest spenders; tourists from Saudi Arabia are the highest spender, followed 

by other Gulf countries, specifically United Arab Emirates, Oman, Iran and Kuwait. The 

Malaysian government, through the Ministry of Tourism, has collaborated with several 

non-government agencies to promote Malaysia as the main tourist destination for 

Middle Eastern tourists. One of these initiatives is through media coverage and 

advertising, for instance, promoting tourism packages through radio ads in Dubai. 

Tourism Malaysia has also announced a collaboration with Air Arabia, the largest low-

cost carrier in the Middle East and North Africa, to offer direct flights from Sharjah to 

Kuala Lumpur (Bernama, 2019).  
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The most popular niche of tourism for Arab tourists include entertainment, 

adventure, and shopping (Ariffin & Hasim, 2009; Michael et al., 2011). Leisure tourism 

is the most common among Arab tourists, where the main purpose of the holiday is 

entertainment and enjoyment (Firyaan, 2011). Studies also found that Arab tourists 

prefer destinations with different kinds of entertainment such as water sports, 

adventure resorts or the wilderness where they can have fun with their family. In this 

light, Arab travellers usually travel with their family members and prefer to rent private 

cars rather than use public transport. Furthermore, they prefer to stay at hotels with 

larger or interconnected rooms or suites and serviced apartments (Mick, 2007). As 

most Arab tourists spend their holiday shopping (Alsheikh, 2006), Arab tourists, in 

general, are considered as high spenders (Alganam, 2011). Hence, the Arab tourist 

market is deemed as a coveted market.  

The robust development of the tourism sector in Malaysia calls for tourism services 

and facilities to be equilibrated with the evolution of technology. Over the past few 

years, mobile and smartphone technology has become a part of modern life. The use 

of smartphones has evolved from being a communication device into a platform to 

disseminate information and for education, business, and entertainment. On the other 

hand, while the number of Arab tourist arrivals to Malaysia keeps increasing, there is 

a lack of mobile tourism application tailored for Arab tourists to assist their travels in 

Malaysia. It could be observed that the tourism applications available in the 

marketplace provide general information in English as the main language. Thus, a 

specific app for Arab tourists could be designed to fulfil the demand for Arabic 

language tourism information for Arab tourists in Malaysia.  

Based on this importance, this paper aims to examine the usability of the "i-Suyyah" 

mobile application for Arab tourists in Malaysia through expert consensus. The i-

Suyyah mobile application has several functionalities, including providing tourism 

information, promoting tourist attractions across Malaysia, present interactive maps to 

locate tourist attractions and provide recommendations of accommodation according 

to the tourists' preference. In this regard, the Arab language is used fully throughout 

the app. This reduces the language barrier and making it easier for Arab tourists to 

find information about Malaysia.  
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3. LITERATURE REVIEW  

When more consumers and vendors started to use ICTs for purchasing decisions 

and marketing campaigns, researchers became interested in implementing 

innovations in the tourism industry, such as smartphone and wireless technology 

(Liang & Sun, 2014; Liu & Zhang, 2014; Zhong et al., 2013). According to Liang & Sun 

(2014), the majority of scholars (47.8%) tend to explore the industrial contributions and 

market roles of mobile technology in the tourism sector, followed by the relationship 

between mobile technology and consumer behaviour and customers' motivation to use 

mobile technology during travel (30.5%). Scholars in hospitality and tourism have paid 

the slightest attention to technological advancement in the sense of m-tourism (21.7 

%).  

The investigation of the status of m-tourism implementation, such as investigating 

the research trends of mobile methodologies, such as near-field communication (NFC) 

(Hannam et al., 2014; Pesonen & Horster, 2012), is a common topic in this cluster, as 

is summarising digital eras and past ICT adoption in the tourism industry (Buhalis & 

Law, 2008; Thakran & Verma, 2013; Zhong et al., 2013). The studies listed above 

primarily contribute general implications and understandings for both academics and 

service providers dealing with mobile technology's emergence and growth in this 

sector. These consequences and understandings are deemed critical, especially in 

light of the recent increase in both mobile data and personal mobile device use, as 

well as the widespread adoption of wireless local area network (WLAN) solutions, 

which has aided in the growth of m-tourism (D'Ambra & Mistilis, 2010). 

Previous research studies have shown that the aforementioned technical 

breakthrough can affect market functions in this field (Kennedy-Eden & Gretzel, 2012; 

Marentakis & Emiris, 2010; Mistilis et al., 2014). Several studies have studied the 

marketing effects of mobile technology in the tourism industry to recommend various 

ways to use mobile technology as a marketing tool. For example, the commercial 

practice of mobile advergames and explored the strong and weak points of this new 

mobile technology as a marketing method. Location-sensitive auction technologies in 

the tourism industry, according to Marentakis and Emiris (2010), will support 

auctioneers, mobile communications operators, and location-based service (LBS) 

providers by breaking down internet barriers and lowering connectivity costs; Pedrana 
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(2014) examined the market potential of LBS and their impact on travel destinations. 

Latorre-Martinez et al. (2014) investigated the use of image-focused social media 

(primarily Flickr and Instagram) as marketing platforms for tourism consumption. 

Previous research has also explored mobile devices or utilities' marketing effects such 

as mobile hotel reservations, social–local–mobile (SoLoMo) marketing, and NFC 

(Egger, 2013; Mistilis et al., 2014; Wang & Wang, 2010). 

Continuous progress advances smartphone infrastructure, applications, and 

network infrastructure to offer new functions to travellers and service providers alike. 

Many mobile devices and apps have a significant impact on different facets of the 

tourism industry in recent decades and have been critical for further technological 

advancement. Burgess et al. (2012) contribute to evaluating m-tourism applications by 

providing a mobile internet content model, connectivity, delivery, and transaction 

(ICDT) flow. Stienmetz et al. (2013) investigate the factors affecting the overall 

usability of mobile destination management organisation (DMO) websites in website 

assessment, one of the core fields of technology science. Several surveys also 

highlight the industry's embrace of third-generation (3G) services (Hultkrantz, 2002), 

mobile travel recommendation systems (Beritelli & Schuppisser, 2006), positioning 

data (Ahas et al., 2008), and smartphone augmented reality (AR) software (Yovcheva 

et al., 2012).  

The majority of studies in this field seek to add to the discussion about the 

advancement and invention of m-tourism technologies, such as electronic tourist 

guides and interactive geospatial information systems (GIS) (Kenteris et al., 2009; 

Reilly et al., 2006; Said et al., 2009). Of all mobile-related services, technologies, and 

structures, recommender systems are receiving the most research focus. Several 

novel innovation recommendation systems are presented, which combine an original 

engine with a mobile 3D GIS architecture and enable the implementation of a location-

aware front-end in the user's mobile device (Batet et al., 2012; Noguera et al., 2012). 

Related research has led to the advancement of recommender systems by broadening 

their concept by collaborative filtering approaches and using a ground-breaking 

evaluation approach to explore the interaction between contextual variables and item 

scores (Baltrunas et al., 2012; Gavalas & Kenteris, 2011). LBS innovation is also 

addressed, and its design is enhanced by taking into account both live television and 
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online shopping (Yim, 2015). Tatsiopoulos and Boutsinas (2010) propose an 

advanced mobile technology to service providers in the tourism sector. This 

technology allows visitors to share their views and communicate their information 

transparently with others to present and develop innovative mobile technology. Martin 

et al. (2012) provide a novel framework for deploying context-aware mobile services. 

Gil et al. (2010) concentrate on creating a multimedia tourism infrastructure topology 

for mobile devices with broadband, multicast, and broadcast connectivity capabilities.  

The topic above helped to provide the foundation of how the mobile app 

phenomenon initially came into existence. It also shows how important it is in today's 

economy and how smartphones modify new travel resources. The app offers a range 

of features, such as review, experience sharing, images and messages. Thus, this 

research seeks to further improve the purpose of travel application through an Arabic 

tourism app, i-Suyyah, a user-friendly travel platform for Arab tourists in Malaysia. 

4. OVERVIEW OF THE I-SUYYAH APP  

In this study, a mobile application named i-Suyyah tourism app was designed for 

Arab tourists. The i-Suyyah app was developed using the Flatter platform and could 

be run using the Android operating system. The app has several main features, as 

described below. 

Main Menu 

The main menu is an important feature of an app as it could guide the users to 

navigate the app. The main menu for the i-Suyyah app lists down all 14 states in 

Malaysia and the tourist hotspots that appeal to Arab tourists in Malaysia. The users 

can choose the state they are interested in visiting, and they can obtain information 

about hotspots for Arab tourists. The app also has a "favourite" button so that they can 

bookmark their favourite destination. The figure below illustrates the main menu of the 

app.  
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Figure 1: Main Menu 

List of States 

The i-Suyyah features tourism attractions in all 14 states in Malaysia. The 

information and descriptions for every destination are written in Arabic. In addition, the 

mobile application is linked with Google maps to make it easier for Arab tourists to 

locate and visit the tourism hotspots. Furthermore, the app provides recommendations 

for suitable accommodation in each state based on the users' preferences.  
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Figure 2: List of States 1 

 

 

Figure 3: List of States 2 

5. METHODOLOGY 

The main approach used in this study is the Fuzzy Delphi technique. Murray, Pipino, 

and Gigch developed the Fuzzy Delphi system in 1985. This approach is prompted by 

a tweaked Delphi technique that incorporates Fuzzy Set Theory into the Delphi 

Method. The Fuzzy Delphi process has several procedures that must be completed 

for expert certification. In addition, the Fuzzy Delphi method by applying Binary Terms 

rating ranges from 0 to 1, making this method faster and reducing the laps from 

Delphi's method. The Fuzzy Delphi approach will help the researchers save time and 
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money on each questionnaire. This approach allows experts to completely articulate 

their views, guarantee perfection, and have explicit opinions while minimising the 

number of rounds of surveys. The Fuzzy Delphi approach should not misrepresent the 

expert's initial viewpoint and depicts their actual reaction. 

Therefore, the Fuzzy Delphi technique was used to obtain experts' consensus 

(Mohd Ridhuan et al., 2017) on the usability of the i-Suyyah app and specifically, to 

determine the usability of i-Suyyah application, a seven-point system usability 

questionnaire was administered as the study instrument. The questionnaire 

determines the usability of the i-Suyyah application based on their agreement with the 

statement, and the Fuzzy scale will be aggregated and ranked from highest to lowest. 

5.1) INSTRUMENT 

The questionnaire used in this study was adapted from Lewis (1992) questionnaire 

on system usability. The items in the questionnaire focus on system usefulness, 

information quality and interface quality. The questionnaire sets were distributed to 12 

experts, and they were required to evaluate the app's usability based on the 

agreement of the statement in each item.   

5.2) EXPERTS RESPONDENTS 

Ocampo et al. (2018) asserted that Delphi studies do not require a large number of 

experts. This is because there is no significant link between the number of experts and 

the quality of decisions generated by the discussion group. Thus, this study only 

selected experts with a strong background or experience in the related field, including 

Teaching Arabic as a second language, tourism and instructional technology. It is 

believed that these experts are able to use their professional judgement to justify their 

opinion and reach a consensus about the usability of the app. Saaty & Ozdemir (2015) 

argued that choosing less experienced and knowledgeable 'experts' may compromise 

the results' accuracy. In line with this argument, this study selected 12 experts based 

on the recommendations by Adler and Ziglio (1996). In this regard, the appropriate 

number of experts is between 10 to 15 people if there is a high homogeneity among 

the selected experts. Hence, the experts for the evaluation were chosen based on the 

following criteria: 
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1. Possess at least a postgraduate qualification (Master's degree) in the Arabic 

language, educational technology, language for tourism or other related areas. 

2. Have at least five years of experience as an academic or professional in the related 

field.  

3. Able to commit to the study until the study is completed. 

4. Has no personal agenda and do not show any personal biases.  

The table below provides the details of the experts chosen for the expert evaluation of 

the app.  

 

Name Qualification Expertise Experience 
(Years) 

E1 PhD 1. Computer Assisted Language Learning 
2. Teaching Arabic as a Second Language 

12 

E2 Master 1. e-Learning  
2. m-Learning 

9 

E3 PhD 1. Teaching Arabic for Tourism Purpose 18 
E4 PhD 1. Arabic Language  

2. Education 
18 

E5 PhD 1. Arabic Language 
2. Education 

18 

E6 PhD 1. Arabic Language and Literature 
2. Criticism 

23 

E7 PhD 1. Arabic Language 
2. Translation  
3. Lexicography  
4. Teaching Arabic as a Second Language 

23 

E8 PhD 1. Arabic Language 
2. Instructional Technology 

21 

E9 PhD 1. Instructional Technology 
2. Teaching Arabic as a Foreign Language 
3. Teaching Arabic as a Second Language 

25 

E10 PhD 1. Arabic Language 
2. Arabic Lexicography 
3. Arabic Discourse Analysis 
4. Teaching Arabic As Second Language 

16 

E11 PhD 1. Arabic Language Education 
2. e-Learning 

10 

E12 PhD 1. Instructional Technology 21 
 

Table 1: List of experts 
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5.3) DATA ANALYSIS 

Researchers employing the Fuzzy Delphi technique need to follow several steps. 

The steps in the Fuzzy Delphi technique are described below (Kardaras et al., 2013; 

Mohd Ridhuan et al., 2017). 

Step1: Determining the Experts 

As mentioned, this study chosen 12 experts based on the criteria mentioned above. 

These experts were required to provide their professional evaluation on the app to 

reach a consensus on whether the i-Suyyah app has high usability and suitable for 

Arab tourists in Malaysia. First, the researcher identified prospective experts through 

personal communication, involvement in research/conferences and recommendations 

from other colleagues. The researcher then approached prospective experts via face 

to face interactions, phone calls or email to invite them to be part of the research. After 

getting consent from the experts, the sets of questionnaires were emailed to each 

expert who agreed to participate in this study. 

Step 2: Selecting a Linguistic Scale 

A Fuzzy scale translates linguistic variables into Fuzzy numbers. The linguistic 

scale for the Fuzzy scale must contain odd numbers. Thus, this study uses a seven-

point scale, as shown below.  

 

Linguistic Variable (7 points) Likert Scale Fuzzy Scale 
Strongly agree 7 (0.90, 1.00, 1.00) 
Agree 6 (0.70, 0.90, 1.00) 
More or less agree 5 (0.50, 0.70, 0.90) 
Neutral 4 (0.30, 0.50, 0.70) 
More or less disagree 3 (0.10, 0.30, 0.50) 
Disagree 2 (0.00, 0.10, 0.30) 
Strongly disagree 1 (0.00, 0.00, 0.10) 

 
Table 1: 7-points Fuzzy Scale 

 
Step 3: Determining the Average Value 

This process involved determining the average value of the Fuzzy scale for each 

item (n1, n2, n3). 



W.A.A.W. Daud; M.T.A. Ghani; A.Z. Amiruddin; K.A. Ghani; A.A. Rahman 
 

275 
 
Enlightening Tourism. A Pathmaking Journal, Vol 11, No 1 (2021), pp. 263-286                    ISSN 2174-548X 
 

Step 4: Determining the threshold value (d) and obtaining 75% expert consensus 

The threshold value determines the level of agreement or consensus amongst the 

expert respondents for all items in the instrument. The threshold values (d) higher than 

0.2 (d≥0.2) indicate that the experts do not reach any consensus among themselves 

(Mohd Ridhuan et al., 2017; Cheng & Lin, 2002). As shown in Chen (2000), the 

threshold value can be obtained through,  

𝑑ሺ𝑚෥, 𝑛෤ሻ ൌ ඨ
1
3

ሾሺ𝑚ଵ െ 𝑛ଵሻଵ ൅ ሺ𝑚ଶ െ 𝑛ଶሻଶ ൅ ሺ𝑚ଷ െ 𝑛ଷሻଶሿ 

The criteria used to assess the expert consensus are also based on the degree of 

consensus for each item ൑ 0.2, which should exceed 75%. If the degree of consensus 

less than 75%, there is a need to conduct a second round of the Fuzzy Delphi 

Technique or discarding the item (Mohd Ridhuan et al., 2017). The degree of 

consensus can be obtained using;  

∑𝑑 െ ∑𝑑
∑𝑑

 ൈ 100 

∑d total number of values of the expert's answer threshold. 

∑d1 total number of ambiguous values that exceed 0.2. 

Step 5: Obtaining the Fuzzy Evaluation 

All Fuzzy numbers are added to determine the Fuzzy aggregate evaluation.  

Step 6: Defuzzification (determining the score) 

The Defuzzification process will help obtain the ranking for each variable. The 

formula for the process is shown below. 

𝑛𝑚𝑎𝑥 ൌ  
1
3

 ሺ𝑛1 ൅ 𝑛2 ൅ 𝑛3ሻ 

Summary of the Fuzzy Delphi steps: 

The table below summarises the steps in the Fuzzy Delphi technique.  
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Steps in Fuzzy Delphi Technique Purpose 
Step 1: Determining the number of 
experts 

Twelve experts in their respective areas 
of expertise were identified and 
approached. They were required to 
determine the validity and reliability of 
the data. 

Step 2: Selecting a linguistic scale A 7-point scale was chosen to be used 
as the Fuzzy scale. 

Step 3: Getting the average value This step involved obtaining the Fuzzy 
value by adding all values from the 
experts (d). d indicates the distance 
between the two Fuzzy numbers, which 
measure the deviation of the Fuzzy 
average value from each expert 

Step 4: Determining the value of d The threshold value (d) was obtained. 
(d) describes the degree of expert 
consensus. It is based on the degree of 
expert consensus d ൑0.2, which should 
exceed 75% for each item category. 

Step 5: Fuzzy evaluation process This process involved obtaining the 
fuzzy triangular numbers for the 
defuzzification process 

Step 6: Defuzzification process The Defuzzification values for the items 
were ranked from high to low.  

 
Table 3: Summary of Fuzzy Delphi Technique Steps 
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6. FINDINGS  

Twelve experts evaluated the usability of the i-Suyyah mobile app based on the 

usability questionnaire. The questionnaire consists of 17 questions. After the 

questionnaire was successfully returned and validated by experts, the group 

consensus was estimated. The difference between the two fuzzy numbers was 

calculated by measuring the deviation between average fuzzy evaluation data and the 

expert's evaluation data. Their responses were aggregated to obtain the expert's 

consensus on the usability of the app. As this study used the Fuzzy Delphi technique, 

the assessment criterion to assess expert consensus is based on their collective 

agreement. Thus, the level of expert consensus must exceed 75%, and the threshold 

value (d) must be at 0.2 or lower. The table below summarises the Fuzzy Delphi 

Technique results of experts' consensus on system usability of the i-Suyyah mobile 

app.  

 

No Item Triangular Fuzzy 
Numbers 

Fuzzy Evaluation Expert 
Agree- 
ment 

Item 
Accep-
tance 

Rank-
ing 

d  
value 

Consen-
sus 

value 

m1 m2 m3 Skor 
Fuzzy 

(A) 

1 I am satisfied 
with how easy it 
is to use this i-
Suyyah. 

0.098 91.70% 0.800 0.942 0.992 0.911 Accept 0.911 3 

2 It was simple to 
use this i-
Suyyah. 

0.057 100% 0.850 0.975 1.000 0.942 Accept 0.911 3 

3 I was able to 
complete the 
tasks (target 
location) quickly 
using this i-
Suyyah. 

0.068 100% 0.767 0.933 1.000 0.900 Accept 0.900 7 

4 I felt comfortable 
using this i-
Suyyah. 

0.141 100% 0.750 0.900 0.975 0.875 Accept 0.875 8 

5 It was easy to 
learn to use this 
i-Suyyah. 

0.098 91.67% 0.800 0.942 0.992 0.911 Accept 0.911 3 

6 I believe I could 
become 
productive 
quickly using 
this i-Suyyah. 

0.167 91.67% 0.717 0.875 0.958 0.850 Accept 0.850 11 

7 The i-Suyyah 
gave error 
messages that 
clearly told me 
how to fix 
problems. 

0.129 100% 0.667 0.850 0.967 0.828 Accept 0.588 17 
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8 Whenever I 
made a mistake 
using the i-
Suyyah, I could 
recover easily 
and quickly. 

0.129 91.67% 0.700 0.875 0.967 0.847 Accept 0.769 15 

9 The information 
provided with 
this i-Suyyah 
was clear. 

0.162 91.67% 0.650 0.833 0.950 0.811 Accept 0.811 13 

10 It was easy to 
find the 
information I 
needed. 

0.122 83.33% 0.800 0.933 0.983 0.906 Accept 0.906 6 

11 The information 
was useful in 
helping me 
complete the 
tasks. 

0.187 91.67% 0.700 0.858 0.950 0.836 Accept 0.836 12 

12 The organisation 
of information on 
the screens was 
clear. 

0.057 100% 0.850 0.975 1.000 0.942 Accept 0.942 1 

13 The interface of 
this i-Suyyah 
was pleasant. 

0.136 91.67% 0.717 0.883 0.967 0.856 Accept 0.856 10 

14 I liked using the 
interface of this 
i-Suyyah. 

0.076 100% 0.800 0.950 1.000 0.917 Accept 0.917 2 

15 This i-Suyyah 
has all the 
functions I 
expect it to 
have. 

0.195 83.33% 0.633 0.817 0.933 0.794 Accept 0.794 14 

16 This i-Suyyah 
has all the 
capabilities I 
expect it to 
have. 

0.119 91.67% 0.750 0.908 0.975 0.878 Accept 0.758 16 

17 I am satisfied 
with this i-
Suyyah. 

0.134 100% 0.733 0.892 0.975 0.867 Accept 0.867 9 

 
Table 4 Expert Consensus Through Fuzzy Delphi Technique. 
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The table above shows the threshold value for each item and the percentage of 

experts' consensus on the usability of the i-Suyyah application. The threshold value of 

each item ranges from 0.057 to 0.195. Furthermore, the percentage of consensus is 

between 83.33% to 100%, which is above 75%. As items obtained the threshold 

values (d) of less than 0.2 and consensus percentage exceeding 75%, it could be 

deduced that the experts have reached a consensus on the usability of the i-Suyyah 

mobile app.  

7. DISCUSSION 

This study evaluates the usability of i-Suyyah, a mobile tourism application for Arab 

tourists in Malaysia, based on experts' consensus. In general, the experts reached the 

consensus that the app is user friendly and can be used to fulfil the travelling needs of 

Arab tourists. The item with the highest defuzzification value is 'The organisation of 

information on the screens was clear' at 0.942. This indicates the tourism information 

presented in the app is highly organised. The information is organised clearly gives 

positive user's experience, which actually allows them to feel unique and relevant to 

what/ where they are looking for. The visible and invisible interaction between the 

application and the users is the most important factor to sustain the engagement. A 

good user experience is crucial for tourists and affects user acceptance and 

satisfaction. 

The expert evaluation also indicates that the app has user-friendly features that 

could improve the perceived ease of use for the i-Suyyah mobile app. In this light, the 

'enjoyment in using the interface's application' obtained the second-highest 

defuzzification value with 0.917. This shows that most experts like the interface of the 

i-Suyyah app. The study also found that the i-Suyyah app has an interactive, unique 

and user-friendly interface that could help Arab tourists to use and navigate the 

application. There are three items with the third-highest defuzzification value of 0.911, 

which are perceived ease of use, the simplicity of the application, and easy to learn 

how to use the application. These items are followed by 'the easiness to find the 

information needed' with a defuzzification value of 0.906. The majority of the experts 

agreed that it is easy to find information using the i-Suyyah mobile app. The 

information in the application is organised according to each state. The app also lists 

the attraction based on popularity. The application also enhanced visible interaction 
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and invisible interaction to allow users to have a good experience when searching for 

the information they need.  

The next item is 'the ability to complete the task quickly using the i-Suyyah' with the 

defuzzification value of 0.900. The experts have reached the consensus that the i-

Suyyah app helps them to discover targeted places, and the map could help them to 

locate and reach the destination that they intend to visit. This item is followed by 

'comfortable using the i-Suyyah' (0.875) and most of the experts agreed that they are 

comfortable using the application. This is because the application provides all 

information they need, has many user-friendly features and can be used by users from 

all age group without any difficulty. The good experience in travelling along with the i-

Suyyah application leads to improve the degree of tourist satisfaction and sustain the 

engagement of user application. The next item is 'satisfy with the i-Suyyah' (0.867) 

app. This indicates that experts have reached the agreement that they are satisfied 

with this mobile application. In this regard, Arab tourists might use this application as 

the main guide when they are travelling in Malaysia as it provides them with precise 

information in their native language.  

Item, 'the interface of i-Suyyah, is pleasant' obtained the defuzzification value of 

0.856' followed by 'the user could become productive quickly using the i-Suyyah 

application' (0.850). The experts agreed that the use of this app helps users to become 

more productive as the application provides information on popular tourist attractions 

and can the Arab tourist to reach the tourist attraction they want to visit. Besides, this 

application also provides them with a recommendation on the best accommodation 

within the area. In other words, Arab tourists can use this application to ease their 

vacation planning and to move around while vacationing in Malaysia. The next item is 

'information is useful in helping the user complete the task' with the defuzzification 

value of 0.836, followed by 'the information provided by the i-Suyyah app is clear' 

(0.811). As mentioned before, this application assists users on several aspects such 

as describing tourist attractions, recommendations of the best places to stay, and link 

to Google maps for direction to the tourist attractions. These elements in i-Suyyah 

allow the tourists to plan their trip more flexibly while making more context-relevant 

decision based on their immediate environment and eventually provide more choices 

among tourist. 
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'The function users expect to have' recorded defuzzification value of 0.794. 

Meanwhile, 'the capabilities users expected to have' showed the defuzzification value 

of 0.758. The results show that the application provides all the functions needed by 

the tourists. It also covers all the capabilities as a mobile application for tourism. 

Meanwhile, the 'error message that told the users how to fix' ranked the last. In this 

regard, the expert found that while there are pop-up messages that will notify the users 

of any bug or error in the system application, they think this function is less user friendly 

to the users.  

8. CONCLUSION 

This study examined the usability of i-Suyyah tourism mobile application for Arab 

tourists in Malaysia. This application is successfully uploaded to Google Play Store, 

and 12 experts measured its usability through the Fuzzy Delphi method. The study 

found that this mobile application for tourism has high usability for Arab tourists in 

Malaysia as the expert consensus scores were between 83% to 100%. Hence this 

study provides empirical evidence on the internal usability of travel mobile application 

through expert consensus. The majority of the experts agreed that the i-Suyyah has 

high performance on its usability and can be employed among Arab tourist. Therefore, 

this study would like to recommend future studies to conduct a qualitative study that 

specifically uses semi-structured interviews to gauge users' opinions on the use of the 

i-Suyyah app among Arab tourists' in Malaysia and analyse through Fuzzy Delphi 

methods. 
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