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User Testing Goals & Objectives

The main objectives of this evaluation are to assess the level of usability of the Lance &  
Leaf ecommerce experience, gain feedback on the overall visual design of the site, and  
identify any areas for improvement that would make the Lace & Leaf shopping experience  
more compelling, leading to a higher purchase volume for the business.

Through assessing the current prototypes with representative users and asking targeted  
questions, the user experience of the website can be assessed and data analyzed to drive 
modifications that ensure that the user workflow aligns with customer expectations  and is 
as frictionless as possible.



User Testing Approach
An online feedback survey was developed and distributed to ten different individuals for assessment of the Lance & Leaf 
prototype. This survey was split into three different segments:

Preemptive questions about the user before accessing the prototype, used to gauge the user’s experience
Questions related to the completion of specific tasks, used to determine the usability and adequacy of different 
focused site elements
Assessment of the prototype as a whole, consisting of Likert questions of both positive and negative tone to gauge 
the overall user experience of the Lance & Leaf site

The survey that was developed covers a range of questions related to the objectives outlined above. Within the survey 
were questions on functionality, usability, overall aesthetics, and the users expectations of an ecommerce experience. 
The survey can be found in full on the following pages.

For consistency and for lower barrier of entry to providing input as a tester, the survey was designed with the 
assumption that the evaluator would not be present at the time of viewing the prototype, since it was known that not 
every user would be available to observe in person. Where possible, the evaluator would watch the users while they 
viewed the prototype, but as this was not always the case, the questions in the online survey were tailored towards 
questions that might be asked during an in person assessment, including frequent transitions from survey to prototype 
during testing to ensure that feedback was captured for specific aspects of the prototype rather than the collection of 
generalized comments.
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Practical & Ethical Issues
With any experimentation inevitably come practical and ethical hurdles that must be considered in the dissemination  
and execution of user testing. The following are some practical issues encountered for this user testing:

Technical acumen and constraints of the users - In order to account for varying levels of technical  acumen of 
users, an introductory email was sent to each individual with instructions on how to best view the prototype, 
including information on viewing it on a desktop or laptop computer. Regardless of these tips, several users did 
not have computers readily available to complete the assessment in the  recommended way, and were observed 
to have issues with completing the testing based on limitations of the  altered view of the prototype (e.g. scaling 
issues on mobile)
Time constraints or focus levels of the users - the survey was kept to a short  length with granular tasks in order 
to keep the user’s attention.
In person availability - As stated earlier, not every participant could be observed in person, so questions on the  
survey were tailored towards remote viewers of the survey, and in person observations made where possible.

In addition, ethical issues were considered for this testing, such as bias due to knowing evaluator personally or privacy  
concerns. These issues were overcome by allowing users to remain anonymous when providing feedback, specifying  
that data collected would be made anonymous for reporting purposes, emphasizing verbally that there was no pressure  
to complete the evaluation, and by repeating that all feedback is welcome feedback, including criticisms, as this 
information is the best to use for improvement of the design.



Evaluation of Results
Out of the ten participants contacted, five completed the evaluation and review of the prototype. These users were  
mostly female (4 of 5 users) and between the ages of 26-32. They were also all well versed in completing ecommerce  
processes. In addition, a sixth user from the pool, a 56 year old male, was observed to access the survey from a tablet  
and have difficulty with using the prototype using the touch screen interface, causing him to abandon the testing  effort. 
As the introductory email asked users to view the prototype using a computer, this difficulty was anticipated, and  
responsiveness of the design would be considered further if turning this prototype into a fully fledged website.

After reviewing user input on the submitted assessments, if they provided their name and there was a question on one 
of the pieces of feedback that they provided, verbal follow up was executed to learn more about that  user’s struggles. 
For example, participant 1 had an issue with completing the 'add to cart' task. After discussing, it was found that they 
had completed the task the correct way, but the state change of the cart from having 2  items to having 3 items went 
unnoticed by the user. After navigating to the cart, as there were other items in the cart already, the user did not know 
that the appearance of the third item was because they had selected it from the  product page, and thought that it 
might have already been there.

The next two pages contain the full details of the responses provided by the participants that completed the usability  
evaluation of the Lance & Leaf prototype. Feedback received was overall very positive, with the majority of the  
participants completing all three of the individual tasks very easily.

Based on the participant responses, the following elements of the prototype should be 
improved upon for the next iteration:

Information on the home page pertaining to the company and their goal
Less text on the homepage overall
Animating when an item was added to the cart to make it stand out more that there was 
a state change
Smaller home page logo and banner
Addition of more payment options than just a credit or debit card
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Evaluation of Results - Key Findings
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As seen in the bar graphs below, most of the participants were able to complete each of the three tasks very 
easily, while one user had difficulty with two of the tasks due to the same underlying cause.
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In addition, the following was captured from the Likert response questions, showing that while overall 
feedback was positive, there is still room for improvement.
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