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Abstract—Shariah-compliant chatbots are increasingly used to explain Islamic financial products such as Takaful, yet their interfaces
are typically modelled on generic chat applications and evaluated only after release through end-user questionnaires. This practice is
problematic for marginalized users with uneven financial, digital and language literacy, who are the least able to articulate why an
interface fails, and in a faith-based domain a failure of clarity is also a failure of trust. Usability evaluation alone cannot judge whether
content, tone and branding suit the Shariah context, while domain review alone cannot diagnose interaction problems. To address this
gap, this study proposes and applies a dual-expert review that combines Takaful domain experts from the Malaysian Takaful
Association (MTA) with academic UI/UX experts in the formative evaluation of SCAI, a bilingual mobile conversational agent.
Domain experts were engaged through a focus group after a prototype demonstration, while UI/UX experts tested the prototype
independently and were interviewed with an eleven-item protocol mapped to QUIS, USE and Chatbot Usability Scale (BUS) constructs.
Thematic and root-cause analysis yielded four themes: visual design and branding, navigation and interface interaction, language
consistency and accessibility, and conversational interaction. Each theme was traced to implemented refinements through a construct-
mapped traceability matrix and triangulated against end-user ratings of the refined application (n = 33). The two expert groups surfaced
complementary rather than redundant issues: domain experts judged legitimacy, whereas UI/UX experts judged operability. The study
contributes four design principles for Shariah-sensitive conversational interfaces, namely legitimacy cues, provenance transparency,
linguistic completeness and expectation setting, and argues that in this domain usability is part of how users judge Shariah assurance
rather than a cosmetic concern.

Keywords: Dual-Expert Review; Shariah-Compliant Chatbot; Conversational Agent; Islamic Financial Literacy; Takaful; Formative
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1. INTRODUCTION

Islamic financial literacy in Malaysia remains uneven, particularly among young Muslims, lower-income B40 households
and marginalized Muslim communities whose adoption of digital services is itself limited (Osman et al., 2024; Munisamy
et al., 2022; Nawang et al., 2025; Busari, 2025). Rather than revisit why such literacy matters, which is well established,
this paper addresses a narrower and less examined problem: how the interface of a conversational agent should be
designed so that these users can actually obtain trustworthy Takaful knowledge from it.

Designing for these users raises interface challenges that general-purpose chat applications do not resolve. Users
with limited literacy and little experience of smartphone applications depend on visible controls, consistent labels and
spoken interaction rather than dense text and hidden functions (Medhi et al., 2011). Users who move between Bahasa
Melayu and English are disadvantaged when an interface is only partly localised. Conversational agents add a further
difficulty: their capabilities are invisible until tried, so users form expectations from the first exchange and abandon agents
whose scope is unclear (Luger & Sellen, 2016; Rapp et al., 2021). In a Shariah-sensitive domain these challenges are
compounded by trust. Users must believe not only that an answer is correct but that it is Shariah-compliant, while large
language models are known to produce fluent but unsupported statements (Ji et al., 2023; Kasneci et al., 2023). Because
trust in chatbots depends on perceived expertise, transparency and the credibility of the organisation behind them
(Nordheim et al., 2019; Folstad et al., 2021), interface elements such as branding, source attribution and language
consistency carry institutional and religious weight, not only usability weight.

Current practice in the design of educational chatbots does not address these challenges well. Systematic reviews
show that educational chatbots are evaluated mainly after development, through learner questionnaires, experiments and
user-based testing (Okonkwo & Ade-Ibijola, 2021; Wollny et al., 2021; Kuhail et al., 2023; Kumar et al., 2024), with
little reporting on how the interface was shaped before release. Established instruments such as QUIS and the USE
Questionnaire were not designed to capture conversational qualities, which motivated the Chatbot Usability Scale (BUS)
(Borsci et al., 2022), yet even BUS contains no construct for whether content and presentation are appropriate for a faith-
based context. In the Takaful domain, research has examined why consumers adopt chatbots (Mohd Thas Thaker et al.,
2026) but not how a Takaful chatbot should be designed. This status quo has two weaknesses. First, deferring evaluation
to end users places the burden of discovery on those least able to articulate interface problems, since marginalized users
are likely to experience an unexplained chatbot or a half-translated screen as personal failure rather than report it as a
design flaw. Second, usability specialists cannot judge Shariah appropriateness and domain experts cannot diagnose
interaction problems, so single-perspective reviews leave part of the design space unexamined.

The problem is urgent because Takaful operators and industry bodies are moving towards Al-based education and
customer channels, and design errors in this domain are costly: an interface that obscures where an answer comes from,
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or mixes languages, can undermine confidence not only in the application but in the institution and the Shariah legitimacy
it represents. Formative expert review addresses such problems at the stage where changes are cheapest (Elwy et al.,
2020; Nielsen, 1994), but there is little published evidence on how domain and usability experts can be combined, how
their findings differ and how their recommendations can be traced into design decisions for a Shariah-compliant chatbot.

This study was conducted within the development of SCAI, a Shariah-Compliant Conversational Agent built in
collaboration with the Malaysian Takaful Association (MTA) to promote Islamic financial literacy and Takaful awareness
among marginalized communities. SCAI is an Android application developed with React Native Expo that combines
structured Takaful topic modules, an artificial intelligence chatbot supported by a curated knowledge base, bilingual
Bahasa Melayu (BM) and English (EN) interaction, and voice input. A companion summative study reported high user
acceptance of the final application across usefulness, ease of use, ease of learning, satisfaction, interface quality,
accessibility and trust (Annamalai et al., 2026). The present paper reports the formative expert review that preceded that
evaluation and produced the final design.

Accordingly, this study proposes and applies a dual-expert review to the initial SCAI prototype, combining 7Takaful
content experts from MTA with academic UI/UX experts. It asks what issues each expert group identifies, why these
issues arose, and how each recommendation can be traced to a design refinement and checked against end-user ratings.
The contribution is threefold. Methodologically, it demonstrates a dual-expert formative review in which an interview
protocol mapped to QUIS, USE and BUS constructs and a traceability matrix make expert feedback auditable.
Empirically, it shows that domain and UI/UX experts surface complementary classes of problems in a Shariah-compliant
chatbot. Theoretically, it derives four design principles for conversational interfaces in Shariah-sensitive domains, namely
legitimacy cues, provenance transparency, linguistic completeness and expectation setting, which extend existing chatbot
usability constructs to account for institutional and religious trust.

2. RESEARCH METHOD

2.1 Research Framework

This study adopted a qualitative formative evaluation design embedded within the design and development of the SCAI
mobile prototype. The evaluation was conducted in Malaysia during the development phase, after a functional prototype
had been completed and before the summative evaluation with end users. Its defining feature is a dual-expert review in
which two kinds of expertise examine the same artefact through different lenses. The first source was a content expert
group of 6 representatives of the Malaysian Takaful Association (MTA), the client and industry partner of the project,
who judged whether the content, tone and branding were appropriate for the Takaful and Shariah context. The second
source comprised two academic UI/UX experts with backgrounds in multimedia, interface design, user experience and
human—computer interaction, who judged whether the interface could be found, understood and operated. The rationale
for the size and composition of the panel, and the steps taken to strengthen the trustworthiness of the findings, are set out
in Section 2.6.

Because the study is qualitative and formative, it was guided by evaluation questions rather than statistical
hypotheses. The questions asked (i) how experts perceive the usability, visual design, navigation, accessibility and
conversational interaction of the SCAI prototype, (ii) which issues each expert group identifies, why these issues arose
and which refinements the experts recommend, and (iii) how these recommendations can be traced to design changes in
the final prototype and whether the targeted areas were rated favourably by end users. The focal variables were the
usability constructs adapted from QUIS (Chin et al., 1988), the USE Questionnaire (Lund, 2001) and BUS (Borsci et al.,
2022), and the data were analysed using thematic analysis (Braun & Clarke, 2021). The research framework is shown in
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Figure 1. Research framework of the SCAI formative expert review
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2.2 Research Stages

The expert review was carried out in six stages. In the first stage, the experts were selected purposively against explicit
inclusion criteria. MTA representatives were invited as content experts because of their domain expertise in Takaful,
Islamic finance and Shariah-compliant educational content (each with at least 5 years of experience in the Takaful
industry), while the two UI/UX experts were selected for their academic expertise in multimedia, interface design and
usability evaluation (each with Phd holder and at least 5 ears of teaching or research in HCI). In the second stage,
appointments were scheduled so that each expert had sufficient time to interact with the prototype and provide considered
feedback. In the third stage, the developer demonstrated the prototype to the MTA representatives, explaining the
application flow, the topic modules, the bilingual interaction and the chatbot functions, after which a focus group
discussion (Krueger & Casey, 2015) was held on the educational presentation, Shariah-compliant communication,
branding alignment and overall interface suitability.

In the fourth stage, each UI/UX expert explored the prototype independently on a mobile device, examining topic
navigation, chatbot interaction, language switching, overlays, voice input and accessibility elements on the basis of their
professional judgement. In the fifth stage, a semi-structured interview (DiCicco-Bloom & Crabtree, 2006) was conducted
with each UI/UX expert after the hands-on session using the instrument described in Section 2.3. In the sixth stage, all
feedback was documented, analysed thematically, mapped to the source constructs and translated into design refinements
that were implemented in the final prototype before the summative evaluation; the refined areas were then compared with
end-user ratings from that evaluation (Section 2.6).

2.3 Expert Interview Instrument

The interview instrument consisted of eleven open-ended questions adapted from three established instruments, as shown
in Table 1. QUIS items addressed general impressions, the arrangement of information on screen, the sequence of screens,
the ease of finding and selecting screen items, character shapes and the use of colour (Chin et al., 1988). The USE
Questionnaire contributed items on ease of use and satisfaction (Lund, 2001), while BUS contributed items on the ease
of starting a conversation and the visibility of and access to chatbot functions (Borsci et al., 2022). Each item was
classified as Retained (R) when its wording remained close to the original construct or Adapted (A) when it was rephrased
to refer to specific SCAI components such as the language overlay, topic cards and voice input. The open-ended format
allowed experts to describe problems, explain their reasoning and propose concrete improvements.

Because the instrument is an open-ended interview protocol rather than a psychometric scale, internal-consistency
indices such as Cronbach’s alpha are not applicable to it. Its rigour rests instead on content validity, that is, whether each
item adequately and unambiguously represents the construct to which it is mapped (Lynn, 1986; Polit & Beck, 2006).
Three steps were taken. First, every item was mapped explicitly to a construct of a validated source instrument (Table 1),
and items were classified as retained or adapted so that the degree of departure from the source is transparent.

Table 1. Adapted expert interview instrument

No. Expert interview question Source  Construct Type

1  What is your overall feedback on the user interface design QUIS  Part E: General impressions A
of the SCAI mobile prototype?

2 Is the opening flow (opening screen, language overlay, BUS  Ease of starting a A
topic screen) clear and easy for first-time users to start conversation
using the application?

3 How would you evaluate the arrangement of topic cards, QUIS  Arrangement of information A
overlays and the chatbot tab? on screen

4  How effective are the buttons and tabs in supporting QUIS  Screen items are easy to A
smooth navigation throughout the application? select

5 Are the buttons and icons such as send, voice input, close QUIS  Items are easy to find R
icon and language switch easy to identify?

6 Do the font size, spacing and text layout support readability =~ QUIS  Character shapes (fonts) A
for users with different literacy levels?

7  How suitable are the colour usage, contrast and visual QUIS  Use of colours A
layout in making the interface aesthetically pleasing?

8  Does the bilingual BM/EN interface switch improve ease USE  Ease of use A
of interaction for users?

9  How effective is the chatbot screen layout in presenting the BUS  Access to chatbot and A
conversation history, prompt box and voice input? visibility

10 Are there any interface components or screen flows that QUIS  Sequence of screens A
may confuse users during navigation?

11 What specific improvements would you recommend for USE  Satisfaction A

refining the user interface design before final development?
Note: R = Retained (wording close to the original construct); A = Adapted (wording modified to fit the SCAI interface).

Copyright © 2026 the author, Page 83
This Journal is licensed under a Creative Commons Attribution 4.0 International License


https://creativecommons.org/licenses/by/4.0/

Journal of SAINTEKS

Vol 4, No 1, November 2026, page 81-91

ISSN 3030-8011 (Media Online)

Website https://prosiding.seminars.id/sainteks

2.4 Expert Panel

The profile of the expert panel is summarised in Table 2. To preserve confidentiality, the MTA content expert group (n=6)
is referred to as CE and the two UI/UX experts as E1 and E2. The content expert group evaluated the prototype after a
guided demonstration, whereas the UI/UX experts evaluated it independently, which allowed the review to capture both
an informed domain perspective and an unguided first-use perspective. This deliberate contrast between guided and
unguided use also serves as a form of source triangulation (Section 2.6).

Table 2. Profile of the expert panel

Code  Expert source Area of expertise Method and evaluation focus
CE  Content expert group Takaful, Islamic finance and Prototype demonstration and focus group
(MTA Shariah-compliant educational  discussion; educational presentation, Shariah-
representatives) content compliant communication, branding alignment,
bilingual interaction
El UI/UX expert Multimedia, user interface Independent testing and semi-structured
(academic) design and usability evaluation interview; interface usability, navigation flow,
accessibility, visual consistency, conversational
design
E2 UI/UX expert User interface design, user Independent testing and semi-structured
(academic) experience and human— interview; onboarding, interface familiarity,
computer interaction navigation discoverability, accessibility,

bilingual consistency, chatbot usability

2.5 Data Analysis

Feedback from the focus group discussion and the interviews was documented and consolidated into a single feedback
log. The log was analysed using thematic analysis through the phases of familiarisation, coding, theme development and
theme review (Braun & Clarke, 2021). Statements that referred to the same interface element or problem were coded
together, and related codes were grouped into candidate themes. The themes were then mapped deductively to the QUIS,
USE and BUS constructs from which the interview items were derived, so that each theme could be interpreted against
an established usability dimension. Visual design and navigation primarily reflected QUIS constructs on screen layout,
colour and the sequence of screens; language consistency reflected the USE construct of ease of use; and conversational
interaction reflected BUS constructs on starting a conversation and accessing chatbot functions. For each theme, the
analysis then asked why the issue had arisen by tracing it to the design decision in the initial prototype that produced it,
distinguishing issues inherited from generic chatbot conventions, issues caused by incomplete implementation and issues
arising from domain requirements that had not been specified. Finally, a traceability matrix was constructed linking each
theme, construct and recommendation to the refinement implemented in the prototype, and before-and-after screenshots
were captured to document each change.

2.6 Panel Adequacy, Trustworthiness and Triangulation

The small panel was a deliberate choice for a formative review rather than an attempt at statistical generalisation, and its
adequacy rests on three grounds. First, in expert inspection the yield of new problems diminishes quickly after the first
few evaluators, and three to five evaluators typically uncover most interface problems (Nielsen & Landauer, 1993;
Nielsen, 1994). Second, in qualitative research adequacy is judged by information power rather than headcount; a narrow
aim, highly specific expertise and in-depth dialogue about a single artefact all increase the information each participant
contributes (Malterud et al., 2016). Third, the content expert source was itself a group of 6 MTA representatives, so the
review drew on the judgement of more than three individuals.

Nonetheless, because different evaluators detect different problems (Hertzum & Jacobsen, 2001), the findings
were strengthened through three forms of triangulation (Carter et al., 2014). Method triangulation combined a focus group,
hands-on inspection and individual interviews. Source triangulation contrasted domain with UI/UX expertise, and guided
with unguided use. End-user triangulation compared each expert theme with the corresponding construct ratings and
open-ended comments of 33 end users in the summative evaluation of the refined application (Annamalai et al., 2026),
which is reported in Section 3.8. In addition, the traceability matrix and before-and-after screenshots form an audit trail
that allows readers to verify how each interpretation led to a design decision (Lincoln & Guba, 1985).

3. RESULTS AND DISCUSSION

Overall, the experts perceived the initial SCAI prototype as clean, simple and intuitive. The arrangement of topic cards,
the chatbot tab and the bottom navigation supported smooth movement through the application, the bilingual BM/EN
switch was received positively as an accessibility feature, and the chat layout was considered familiar because it resembles
widely used generative Al chatbots. Nevertheless, the thematic analysis yielded four themes of issues and
recommendations: visual design and branding, navigation and interface interaction, language consistency and
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accessibility, and conversational interaction enhancement. Table 3 summarises the strengths and issues associated with
each theme together with the construct to which it was mapped. For each theme, Sections 3.1 to 3.4 report what the experts
observed, analyse why the issue arose in the initial prototype and describe the refinement implemented; Sections 3.6 to
3.8 then interpret the findings beyond the specific fixes.

Table 3. Summary of expert findings by theme

Theme

Mapped construct

Strengths noted

Issues and recommendations

Visual design and
branding

Navigation and
interface interaction

QUIS:
arrangement of
information, use of
colours

QUIS: sequence of
screens, ease of
selecting items

Clean and simple layout;
clear topic cards

Simple, intuitive structure;
smooth movement
between topics and

Slightly monochromatic and visually
minimal; weak MTA identity; adopt MTA
blue, add low-opacity branding and Islamic
decorative elements, simplify header logo
Plain "X" close icon; small overlay
container; crowded chat input area; no
settings tab or direct MTA access

chatbot
Language USE: ease of use Bilingual BM/EN Buttons, tabs and content not fully
consistency and interaction valued localised after switching; text-only voice
accessibility transcription feedback; no font or display
options
Conversational BUS: starting a Familiar chat layout; clear No introduction of chatbot capabilities;
interaction conversation, prompt area and sources not shown; response language not
enhancement access to chatbot conversation flow always consistent; no external links, voice-
functions to-voice or video support

3.1 Visual Design and Branding

The experts agreed that the initial interface was clean and uncluttered, but they described it as slightly monochromatic
and visually minimal, with little to connect the application to MTA or to the Islamic context of its content (Figure 2a and
2b). Branding alignment had been one of the topics of the focus group with the content expert group, and it emerged as a
shared concern across the panel because SCALI is intended to serve as an extension of MTA's public awareness efforts.
The recommendations were to adopt MTA's corporate blue as the dominant colour, to add low-opacity MTA graphics
and subtle Islamic decorative elements to the topic background, and to simplify the SCAI logo in the header. These
recommendations were mapped to the QUIS constructs of arrangement of information on screen and use of colours.

The underlying cause lies in the visual convention the prototype inherited. Its neutral, near-monochrome style
followed general-purpose generative Al chat applications, which are deliberately brand-agnostic because they serve every
topic and every user. In that setting neutrality signals openness; in a Shariah-sensitive domain it removes the cue that tells
users who stands behind an answer. Studies of online credibility show that users judge trustworthiness heavily from visual
design and visible institutional affiliation (Fogg et al., 2003), and trust in chatbots likewise depends on the perceived
credibility of the organisation behind them (Nordheim et al., 2019). The branding issue was therefore not a missing
finishing touch but an unstated requirement: institutional and religious legitimacy had not been specified as a design
objective, and the domain experts, who represent that institution, were best positioned to name it.

In response, the topic tab was redesigned with the MTA blue theme, a low-opacity decorative motif behind the
topic cards and a simplified emblem-only logo in the header (Figure 2c). The topic cards were also given a tinted fill and
more generous spacing, which strengthened the visual hierarchy between the header, the cards and the navigation bar.
Beyond aesthetics, the change matters for credibility. In a domain where users must trust that information is accurate and
Shariah-compliant, a visible association with a recognised industry body acts as a cue of legitimacy, which illustrates
why the perspective of the client is needed alongside that of usability specialists.
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Figure 2. Topic Tab and Topic Overlay Before and After Refinement
3.2 Navigation and Interface Interaction

The navigation structure was generally rated as simple, intuitive and easy to understand. However, the UI/UX experts
identified several interaction details that reduced comfort and clarity. The topic overlay used a small container and a plain
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"X" icon to close it (Figure 2b), which the experts considered insufficiently visible on a mobile screen. The chat input
grouped several interaction functions within a single area, which made the input region feel crowded (Figure 3a). The
experts also noted that the application lacked a place for user preferences and offered no direct route to MTA's own
resources. These observations correspond to the QUIS constructs of the sequence of screens and the ease of finding and
selecting screen items.

These issues share a common origin. As functions such as attachment, stop and voice conversation were added to
the prototype, they were placed into existing containers rather than given their own space, so the interface became denser
while each control became smaller. The two-tab navigation reflected a reasonable commitment to minimalism, but
minimalism achieved by omitting functions hides them rather than simplifying them. For novice and lower-literacy
smartphone users, visible, spatially separated and clearly labelled controls are more usable than compact multi-function
areas, and such users are less likely to explore in search of hidden options (Medhi et al., 2011). The UI/UX experts, who
tested the prototype without guidance, encountered these problems directly, whereas the content experts, who were shown
the flow by the developer, were less exposed to them; this difference illustrates why unguided inspection was a necessary
part of the review.

Four refinements were made. The overlay container was enlarged and the close icon was replaced with a circular,
button-shaped control that is easier to see and tap (Figure 2d). The chat input was reorganised into a two-row layout, with
the message field on the first row and the attachment, stop and voice conversation actions on the second (Figure 3b). The
bottom navigation bar was expanded from two tabs to four by adding a Settings tab and a direct link to the MTA website
alongside the Topics and Chat tabs (Figure 4). Expanding the navigation bar slightly increases the number of choices on
screen, but each tab corresponds to a distinct user goal, which keeps the structure flat and predictable.

(o) o = 22 5
@scal ® o @ ®
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ogaimana boleh

(a) Chatbot tab, before (b) Chatbot tab, after

Figure 3. Chatbot tab before and after refinement
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Figure 4. Bottom navigation bar before and after refinement
3.3 Language Consistency and Accessibility

The bilingual BM/EN interaction was positively received during the evaluation sessions, and the experts regarded it as
important for reaching users with different language preferences. The review nevertheless revealed that localisation was
incomplete. When BM was selected, several interface elements remained in English, including the navigation labels
"Topics" and "Chat", the overlay text and the chatbot action buttons "Speak", "Clarify" and "End Session" (Figures 2b,
3a and 4a). Such mixing weakens the very accessibility benefit that the bilingual feature is meant to provide, particularly
for users who rely on a single language. The experts also pointed out that during voice input the only feedback was a line
of text, which made the transcription process difficult to follow, and they recommended accessibility options for text size
and display mode. These issues were mapped to the USE construct of ease of use.

The pattern of what was and was not translated reveals the cause. Topic content and chatbot responses switched
language, whereas navigation labels, overlay text and action buttons did not, which indicates that localisation had been
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treated as translation of content rather than as a property of the whole interface, with interface strings left in the
development language. This is a common failure in bilingual applications because developers who are fluent in both
languages do not experience mixed labels as a barrier. A similar developer-centred view explains the voice-input issue:
the transcript was the output the system needed, but the user needed to know that the system was listening, a basic
requirement of visibility of system status (Nielsen, 1994). In both cases the problem was invisible from the development
perspective and became visible only when the interface was judged on behalf of users whose language and literacy differ
from those of the team.

All interface strings were subsequently localised so that switching language changes every label, button and topic
text. In BM, the navigation labels now read "Topik", "Sembang", "Tetapan" and "MTA", and the chatbot actions read
"Dengar", "Jelaskan Lagi" and "Tamatkan Sesi" (Figures 3b and 4b). Voice input now displays an animated waveform
that makes the listening state visible (Figure 3b). A new Settings tab provides light and dark themes and three text sizes
(Figure 5a), in line with accessibility guidance that content should remain usable when text is resized and contrast is
adjusted (W3C, 2023).

3.4 Conversational Interaction Enhancement

The chatbot was considered familiar and user-friendly because its layout follows the conventions of modern generative
Al chat applications, and the conversation layout, prompt area and bilingual flow were judged clear. The experts and
client representatives, however, identified gaps in how the chatbot introduced itself and supported its answers. First-time
users were given no explanation of what the chatbot could do, responses did not show where the information came from,
and the language of responses was not always consistent with the language selected in the application. The panel further
suggested embedding external links to additional resources, supporting voice-to-voice conversation and adding explainer
video placeholders to the topic overlays to enrich the educational content. These recommendations were mapped to the
BUS constructs of the ease of starting a conversation and the visibility of and access to chatbot functions (Borsci et al.,
2022).

These gaps arose because the prototype adopted the interaction model of general-purpose generative Al chat, in
which an empty prompt box invites any question and the assistant is presumed to need no introduction. That model
presupposes users who already know what such systems can do; first-time and lower-literacy users lack this mental model
and tend to form inaccurate expectations of what an agent can do (Luger & Sellen, 2016). Similarly, although SCAI drew
on a curated knowledge base, the interface presented each answer as a finished product and hid the evidence behind it,
and the response language was not bound to the application setting. In a general assistant these omissions are minor; in a
Shariah-compliant agent, where a fluent but unsupported answer could misinform users about religious obligations (Ji et
al., 2023), they directly affect whether guidance can be trusted. The domain experts’ insistence on visible sources and
links to MTA resources reflects this higher standard of accountability.

The refined chatbot opens with a greeting that explains its purpose and capabilities, presents multi-step answers
as numbered lists, displays a source label beneath each response and inserts external links where further reading is
available (Figure 3b). Responses are generated in the language currently selected in the application. A voice-to-voice
mode was added that allows users to speak to SCAI and hear its spoken reply through a dedicated screen that shows both
the user's input and the agent's response (Figure 5b), and video placeholders were embedded in the topic overlays (Figure
2d).
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(a) Settings tab (new) (b) Voice-to-voice (new)

Figure 5. New settings tab and voice-to-voice interaction screen
3.5 Traceability of Refinements

Table 4 consolidates the link between each theme, its construct, the experts' recommendations and the implemented
refinements. Each recommendation recorded in the review was mapped to at least one refinement in the final prototype,
and every refinement can be traced back to a specific theme and usability construct. Presenting the outcome in this form
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makes the review auditable: a reader can see not only what was changed but which expert concern and which established
usability dimension motivated the change.

Table 4. Traceability of expert recommendations to implemented refinements

Theme Construct Expert recommendation Implemented refinement Figure
Visual design and QUIS  Apply MTA colour theme, MTA blue theme, low-opacity 2c¢, 2d
branding strengthen branding and visual Islamic decorative background,

hierarchy, simplify logo emblem-only header logo, tinted

topic cards

Navigation and QUIS  Improve close control and Enlarged overlay with button- 2d, 3b,
interface interaction overlay size, separate chat input  shaped close control, two-row chat 4b

functions, add settings and MTA  input, four-tab navigation with

access Settings and MTA
Language USE Localise all interface elements, Full BM/EN localisation, animated  3b, 4b,
consistency and visualise voice transcription, add  voice waveform, text size options, Sa
accessibility font and display options light and dark modes
Conversational BUS Introduce chatbot capabilities, Greeting message, numbered 2d, 3b,
interaction show sources, keep response answers, source labels, external 5b
enhancement language consistent, add links, links, language-consistent

voice and video responses, voice-to-voice mode,

video placeholders

3.6 Complementarity of the Two Expert Lenses

The dual-expert design produced complementary rather than redundant findings, and the difference can be characterised
as two lenses. The UI/UX experts applied an operability lens: they asked whether users could see, reach and act on
interface elements, and concentrated on the visibility of controls, the layout of the input area, navigation discoverability
and feedback during voice input. The content experts applied a legitimacy lens: they asked whether the application said
the right things, in the right tone, on behalf of the right institution, and foregrounded institutional identity, educational
presentation and appropriateness for the Takaful context. Neither lens alone would have produced the full set of
refinements in Table 4. The one point of convergence, branding, is revealing: a concern that usability frameworks classify
as aesthetics was raised as a matter of trust, which suggests that in Shariah-sensitive domains the boundary between
interface quality and content credibility is weaker than existing instruments assume. The findings also qualify the reliance
on user-based testing reported for mobile learning (Kumar et al., 2024). Expert inspection surfaced problems such as
incomplete localisation and missing source attribution before any end user was exposed to them, problems that novice
users might experience as confusion, or as their own failure, without being able to articulate the cause.

3.7 Design Principles for Shariah-Sensitive Conversational Interfaces

Moving beyond the specific fixes, the root-cause analysis in Sections 3.1 to 3.4 points to four design principles that can
generalise to conversational agents in Shariah-sensitive and other trust-sensitive domains (Table 5). Each principle
responds to an issue that existing usability constructs either treat as cosmetic or do not capture.

Table 5. Design principles for Shariah-sensitive conversational interfaces derived from the dual-expert review

Evidence from the SCAI

Principle Definition review Relation to existing constructs
Legitimacy cues Visible signals of the Monochrome prototype with QUIS treats colour as aesthetics;
institution and faith context weak MTA identity; MTA here it acts as a credibility cue
that stand behind the content  colour theme, emblem and (Fogg et al., 2003)
Islamic motifs adopted
Provenance Each answer shows where its  No sources shown in initial BUS addresses response quality
transparency content comes from and links  chatbot; source labels and but not traceability of sources;
to authoritative resources MTA links added mitigates hallucination risk (Ji et
al., 2023)
Linguistic Every label, prompt and Mixed BM/EN labels and USE ease of use assumes a
completeness response follows the language replies; full localisation and single language; partial
the user has selected language-bound responses localisation excludes single-
language users
Expectation The agent declares its No introduction in initial Extends BUS ease of starting a
setting purpose, scope and limits at chatbot; greeting explaining conversation to the scope of
first contact purpose and capabilities Shariah guidance (Luger &
Sellen, 2016)
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The principles of expectation setting and provenance transparency correspond closely to what the chatbot literature
identifies as determinants of a good experience. Borsci et al. (2022) included the ease of starting a conversation and the
visibility of chatbot functions in BUS precisely because conventional instruments overlook them, and the absence of an
introductory greeting in the initial SCAI prototype is an instance of that gap. Rapp et al. (2021) and Folstad et al. (2021)
emphasise that users form expectations of a chatbot early and that transparency about its capabilities and limitations
shapes trust. In SCAI this concern is amplified, because users must be able to believe that the guidance they receive is
consistent with Shariah principles. Displaying the source of each answer and linking to MTA resources therefore
functions not only as a usability improvement but also as a trust mechanism, which is consistent with the emphasis that
reviews of educational chatbots place on response quality and credibility as preconditions for sustained use (Hwang &
Chang, 2023; Labadze et al., 2023).

The principle of linguistic completeness addresses a risk that is easy to overlook in bilingual applications. A
language switch that changes the main content but leaves buttons or tabs in another language gives the impression of a
finished feature while still disadvantaging users who depend on one language. Because the target users of SCAI include
marginalized and lower-income communities whose financial and digital literacy varies (Munisamy et al., 2022; Busari,
2025), complete localisation, adjustable text size and visible voice feedback are not cosmetic refinements but conditions
for inclusion. Reviews of educational chatbots likewise stress that interaction design must accommodate learners with
different needs and preferences (Wollny et al., 2021; Kuhail et al., 2023).

Taken together, the principles suggest a refinement of how usability is understood in this domain. Existing
instruments, including BUS, treat usability and trust as separate outcomes, with trust following from good performance.
In a Shariah-compliant agent the relationship is more direct: an unexplained chatbot, an unattributed answer or a half-
translated screen is read not only as a usability flaw but as a reason to doubt whether the guidance is Shariah-compliant.
Usability thus functions as part of the user’s evidence for Shariah assurance. This implies that evaluation instruments for
such agents need constructs for legitimacy and provenance in addition to conventional usability dimensions, and that
domain experts are needed in design review not merely to check content but to define what trustworthy interaction means
for the target community.

3.8 Triangulation with End-User Evaluation

Table 6 compares the expert themes with the results of the summative evaluation of the refined application with 33 users
(Annamalai et al., 2026). Interface and Interaction Quality, the construct most closely related to the visual design and
navigation themes, obtained the highest mean of the six constructs (M = 3.66 on a 0 to 4 scale), and Accessibility and
Trust, related to the language and conversational themes, obtained a mean of 3.60, with participants highlighting bilingual
support, readable text and trustworthy, respectful responses. The end-user evidence therefore converges with the expert
findings: the areas the experts targeted were among those users rated most strongly, and the features users singled out in
their comments correspond to refinements the experts recommended. Because the initial and refined prototypes were not
compared with users, these results cannot be attributed causally to the expert review. Industry adoption of chatbots in
Takaful depends on how consumers perceive them (Mohd Thas Thaker et al., 2026), and the convergence suggests that
branding, transparency and language consistency are among the design levers that developers can act on before
deployment.

Table 6. Triangulation of expert themes with end-user evaluation of the refined application

Expert theme Related end-user construct End-user evidence after refinement (n = 33)

Visual design and branding Interface and Interaction M = 3.66 (highest of six constructs; 0 to 4 scale)

Quality
Navigation and interface Interface and Interaction M = 3.66 (highest of six constructs; 0 to 4 scale)
interaction Quality
Language consistency and  Accessibility and Trust M = 3.60; bilingual support and readable text highlighted
accessibility in comments
Conversational interaction  Accessibility and Trust M = 3.60; trustworthy and respectful responses
enhancement highlighted in comments

Note: End-user data are from Annamalai et al. (2026) and refer to the refined application only; no comparison with the
initial prototype was made.

3.9 Limitations

Several limitations should be noted. Although the panel size is justified for formative inspection (Section 2.6), a small
panel cannot claim that all problems were found, given the evaluator effect (Hertzum & Jacobsen, 2001). The review did
not include independent Shariah advisers or representatives of the target community as separate expert groups, and the
thematic analysis was carried out by the project team, which may introduce interpretive bias. The content expert group
evaluated the prototype after a guided demonstration rather than through independent use, so their feedback may reflect
the developer’s framing of the application. Finally, end-user triangulation relied on post-refinement ratings only, so it
corroborates but does not test the effect of the refinements.
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4. CONCLUSION

This study set out to determine how domain and usability expertise can be combined to shape a Shariah-compliant
conversational agent for marginalized communities before it reaches them. Its central finding is that the two forms of
expertise are not interchangeable: UI/UX experts judged whether the interface could be operated, while Takafi/ domain
experts judged whether it could be trusted, and several problems, such as incomplete localisation, unattributed answers
and an agent that did not explain itself, mattered precisely because they sat at the intersection of the two. In a Shariah-
sensitive domain, usability is therefore part of how users judge Shariah assurance, and the four principles proposed here
express that relationship in a form designers can act on. The findings carry practical implications for the Takaful industry.
For operators developing customer-facing or educational Al, a dual-expert review involving both Shariah or domain
experts and UX specialists should be treated as a release gate rather than an optional usability check, and a construct-
mapped traceability matrix offers a low-cost way to document that each concern was addressed. Provenance should be
designed in from the start: every chatbot answer should be drawn from a Shariah-vetted knowledge base and display its
source, so that accountability for religious guidance remains visible. Complete localisation, verified through an audit of
every interface string, should be an acceptance criterion for applications serving multilingual or marginalized
communities. At the policy level, industry bodies such as MTA are well placed to translate these principles into sector
guidelines for Al conversational agents, aligning interface requirements with existing Shariah governance and consumer
protection expectations. Future research should pursue four directions. First, the proposed principles should be
operationalised as a Shariah-sensitive extension of the Chatbot Usability Scale, with items developed through a Delphi
study with Shariah advisers, Takaful practitioners and HCI experts and validated through confirmatory factor analysis
with end users. Second, a controlled experiment with marginalized users comparing the initial and refined prototypes is
needed to estimate the causal effect of expert-driven refinements on task success, trust calibration and Takaful knowledge
gain. Third, the Shariah accuracy of generated responses should be audited systematically by Shariah advisers and related
to user trust, to establish whether provenance cues help users distinguish reliable from unreliable answers rather than
simply increasing trust. Fourth, replication in other Muslim-majority markets, such as Indonesia and Brunei, would test
whether the principles hold across different regulatory, linguistic and cultural contexts.
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