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A bit about me

| am a Manchester-based multidisciplinary UX
designer specialising in product design.

| have a passion for creative problem solving
to devise and commmunicate solutions that
are human-centred and aesthetically
pleasing.
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(Wikipedia, 2018) ll s

We commit to our craft.

We minimise waste.

We embrace differences.
We dig deeper.

We lead with optimism.

Figure 1 Guiding principles (Adapted from: Etsy, 2025 a)

The Organisation

Etsy is a marketplace for creative, handmade and
vintage goods from small businesses worldwide (Etsy
2024 a). lt currently hosts a community of 1.9 million
active sellers' with 31.7 million active customers (Etsy,
2025 a).

Etsy supports sellers at various stages of their creative
careers and helps them make organic connections with
their customers (Etsy, 2025 b).
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Figure 2 Etsy journey

@ Insights and actions

Use Excel to view up-to-date results in table and sort, filter, pivot,

or chart your data.

@ Open results in Excel
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Hide insights

Responses Overview Active
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2. Whatii

Duration

82 Days

Figure 3 Sample of survey questions (Survey, 2025)
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Project scope

The purchasing journey consists of searching or
filtering products, customising where relevant, and
purchasing the items through the basket. Users can
also contact the seller directly if they have any queries.

A survey was conducted to acquire primary data on
the current design's user experience to identify areas
of improvement.



Survey responses: Transparency ol cost

There was shipping charges Pricing: The pricing is sometimes
added on afterwards so it was different on the PLP compared to
difficult to figure out how much the PDP depending on size of the
something would ACTUALLY cost product etc. Can be very
Participant 10 misleading
Participant 2
Pricing: The pricing is sometimes ....NO shipping prices added on
different on the PLP compared to until the end when purchasing
the PDP depending on size of the Participant 10
product etc. Can be very
misleading
Participant 2

Figure 4 Participant responses (Data from: Survey, 2025)



Survey responses. Cognitive overload

o0 o0

| do find you can see an
overwhelming amount of options
(depending on what you're
searching for) that can be quite
similar. This is why | tend to
narrow it down quite alot in the
\ search bar i.e. adding key words

Participant 12

o0

Too busy, sometimes less is
more... kept abandoning stuff and
getting confused about my
choices

Participant 16

Figure 5 Participant responses (Data from: Survey, 2025)

It could be a little more
condensed with the written
content, it can be a little too much
of a cognitive overload and it
could be more simple to use

Participant 11

o0

There is sometimes too much
choice...This can be overwhelming
and the cognitive load for your
choices is sometimes too much,
the product listings aren't very
clean so it can be difficult to
browse

Participant 4



Survey responses:. Navigation

Better navigation less clutter with Maybe keep information more
their components stream lined with better
Participant 3 categorisation
Participant 16

o0 oe

Maybe keep information more Make it easier to find what | want
stream lined with better Participant 17
categorisation

Participant 16

Figure 6 Participant responses (Data from: Survey, 2025)



15%

Mobile

Laptop/PC

Tablet

Unsure

Other

Figure 7 Survey (Adapted from: Survey, 2025)

52%

UX Problem to solve

It is crucial for Etsy's broad target audience to easily find the relevant
products and businesses they want to support. Improving the
navigation, filtering, and results will reduce extraneous cognitive load
and allow users to find the best products. This can help increase
conversions (Sweller, 2010; Cao, 2016).

Additionally, the redesign would be more accessible for users with
cognitive differences such as ADHD, because they would not get
distracted by the overwhelming content (Clark, 2022). These changes
would enhance the usability for buyers of all abilities, whilst maintaining
and expanding the customer base (Microsoft, no date; Neusesser,
2025).

Maintaining transparency on the pricing will enhance Etsy's credibility,
which can foster customer loyalty (Neusesser, 2025; Ramamohan,
2024). Overall, this will benefit both buyers in their purchasing and
sellers for visibility.

The mobile web interface was redesigned because it was the main
touchpoint for the majority of the users (Dampha, 2025; Salazar,
2010).



Usability

Problems
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Combines multiple methods of
user research which diversifies the
types of data obtained to increase

the reliability of the
study (Whitenton, 2021).

Figure 8 Triangulation summary

Triangulation

O

<>

Contextualises the participants'
behaviours with their thoughts and
feelings, allowing designers to
empathise and view the user
experience holistically (Moran and
Brown 2021).

The relevant pain points can be
accurately captured and resolved.
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Eye tracking

Tobii Pro Nano eye-tracking helped to observe the user’s ‘visual
attention” by observing their eye motion and scan paths whilst
conducting the task (Carter and Luke, 2020). These highlight the
participants mental model of how the interface design and content
hierarchy should look based on their prior experiences (Chan, 2024;
Gordon, 2021).

The fixations connote relevant areas of focus,

whilst saccades can represent reading, scanning or searching (Rayner,
2009). Because users experience cognitive load on the filtering and
pricing, it will be beneficial to explore how users navigate this

to redesign the interface and content hierarchy (Sweller, 2010;
Dampha, 2025 x; Gordon, 2021).

Because this numerical data will not sufficiently explain the
participants' motivations, thoughts and feelings towards the design, it
is important to integrate qualitative methods (Soegaard, 2024).



Semi-structured interview

This explicated the participants' behaviours through open questions,
allowing participants to explain their intentions and thoughts (Interaction
Design Foundation, 2017). This ensured that the data is evidence-based and

not merely assumptions (Interaction Design Foundation, 2017; Pernice and
Rosala, 2023).

Furthermore, if the participant has not mentioned key details, this interview
structure allowed for probing (Pernice and Rosala, 2023). Some
participants may have given responses they deem favourable to the
moderator due to the social desirability bias (Pernice and Rosala,

2023). The ob jective eye-tracking data counteracts this limitation.




Very
difficult 1 2 3 4 5 §)

Figure 11 Semantic differential (Adapted from: Rosala, 2020)

Very
[ easy

Single Ease Question

This question was asked after the task to gauge the level of
ease or difficulty (Design, User Experience, and Usability:
Theories, Methods, and Tools for Designing the User
Experience, 2014). This was an efficient and cheap method
to measure the participants’ satisfaction with the journey, as
it was fresh in their memory (Laubheimer, 2018).

Combining this self-reported data with eye-tracking provided
a nuanced view of task success (Laubheimer, 2018).

Overall, triangulation with qualitative and quantitative data
methods mitigated biases to enhance the reliability of the
user research.
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“This lifestyle is fast-paced, but |

value my quality time and try to
make the most of it with those |
love”

Figure 12 Research plan (Data from: Survey 2025)

Research plan summary

L[]
BlO
Fatima Khaled is a product designer who has recently changed
jobs to work at a tech startup. She has also recently relocated
to London to live closer to her workplace and for a change of
lifestyle. Throughout this period of significant transition, Fatima
enjoys staying in contact with her parents and siblings by
visiting them during holidays and occasions, or sending them
gifts while she is away. She strives for a healthy work-life
balance and values her free-time.

Demographics Brands

Age 35

Gender Female Et Sy

Job Product Designer C‘l’“’a
Location London

(1000 Logos, 2025)
Social grade B (Wikipedia, 2018)

Behavioural insights

> Goals

- Adjust to her new lifestyle
-+ Maintain frequent contact

with her family

() Frustrations

- Time-consuming activities

- Inflexible tasks or situations
that do not accommodate
her preferences

Participants

» Inclusion Ciriteria: 5 participants
in total

- 20+ years old

- Users that have previously
shopped online on websites

N



Research plan summary

Scope:

Evaluating the user experience (efficiency and ease
of use etc.) of the Etsy product purchase journey

- Each research session
should not take more
than 45 minutes

- Interviews are conducted
before and after the user
testing

- Semi-structured rapport
interview

- Eye-tracking

- Semi-structured task
interview

- SEQ rating

Figure 13 Research plan

See Appendix 1 for details

- Introduction Questions: 5
minutes

- Initial questions before
research: 5 minutes

- Timed moderated
usability task: 15 minutes
- End questions: 5 minutes



User experience

Evaluation
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Eyetracking summary

4/ 5 participants had fixations on the filtering

categories:

Relevance, Special offers, Shopping location, item

format, Etsy's best, Price, Colour

The other 12 categories were sparsely populated,
signifying a lack of relevance despite their depth

and granularity. This is partly because

participants initially used specific search terms:

(Samsung Galaxy S24 phone case

Q)

P2 (Samsung s24 ...

Q)

P3 (Samsung galaxy s24 pressed flower case

Q)

P4 (pressed flower phone case

Q)

P5 (phone case samsung s24

Q)

Figure 10- Participant searches Source: (Survey, 2025 x)
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Eyetracking summary

The saccades between the item price and
breakdown of the total price confirmed the initial
survey results about the importance of

pricing (Survey, 2025)

5/ 5 participants had a similar sequence of eye
movements- comparing the original and final
price. This highlights their realisation of the hidden
costs, mirroring the pain point expressed in the
survey (Survey, 2025).

N
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Figure 16 Time on task summary table

4:4(
9:36
3:52
5:49
4:40

Metrics: Time on task

O

2/ 5 participants had to backtrack from the
basket to the product listing page to find the
product within the price range, which increased
their task completion time.

12



3/ 5 participants failed the task

Participant  Pass/Fail Reason
1 Fail Product price out of range
2 Fail Product price out of range
3 Fail Incorrect product brand
4 Pass* N/A
5 Pass N/A

“Participant 4- Initially selected a product that was outside the price
range, then eventually found the correct product

Figure 17 Time on task summary

Metrics: Success rate

The majority of the participants expressed that
this was a standard journey that met their
expectations, echoing the earlier survey results
(Dampha, 2025). However, it is clear from the
metrics that the effectiveness, efficiency, and
ease of use require improvement (Frokjeer,
Hertzum,and Hornbaek; 2000).

13



Metrics: Single ease question

Participant SEQ
1 6/7
Average SEQ

2 6/7
3 5/7

Very Very
4 5/7 difficult 1 2 3 Z 5 6 [ easy
5 5/7

Figure 18 SEQ summar y



Metrics: Single ease question

o0 o0

the only bit that was difficult , ‘It wasn't terrible... kept adding stuff to
was | expected the delivery filter "Had a little bit febasket and then getting to the
to be underneath the shop of troublenaien end re-allsmg -|t s out of my b'udget...
location... tax and postage added oo riorN annoying... wish here was a ‘repeat

at the end took it over my . previous search' option.
Participant 3
budget...

Participant 2
Participant 1

’7 , ' ' ,Easg to find the phone case...

Some filters were very the filters were a bit much, but

Figure 18 Participant responses

straightforward... | struggled a bit
to find a specific filter... didn't
find it too easy but also didn’t
struggle too much... pretty
standard."

Participant 5

manageable... at checkout,
realized tax wasn't included, so it
was out of my budget... fair
enough

Participant 4

15



5 / 5 participants used the search bar to find the
product, as opposed to the menu

5 / 5 participants wanted clarity with the pricing
and expressed frustration on the lack of transparency

3 / 5 participants expressed that the filters were
confusing, excessive, or unintuitive

2 / 5 participants wanted clear labelling for the tags
and curated products

Figure 19 Summary of interview results

Qualitative data

Overall, the qualitative interview data
generally confirmed the views expressed
in the survey (Survey, 2025).

16



Product

Redesign



Must have (Essential)

- Display the final product pricing
upfront and earlier in the journey

- Provide relevant and concise
filtering categories

- Simplify the user interface

Could have (Extra)
- Filtering the product by brand

- Less tags on the products

Figure 20 Surmmary of interview results

Should have (Important)

- Display most relevant search
results

- Indicate verified/ legitimate sellers

Will not have (Unnecessary)

- Reduced menu categories

Design requirements

These are the design requirements based on the
initial survey results and triangulation (Survey,
2025). Whilst menu navigation was a key pain point
from the survey, the search journey was prioritised
for iteration. This is because all participants took
the search journey during eye-tracking.

Additionally, the menu journey would have been
outside the remit of the time constraints.
Consequently, future iterations would focus on this
area of the redesign.

17



Redesign: wiretrames and sketches
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Figure 21 Sketches and wireframes



FE—TTTT Redesign: Prototype

== Al filters

Sort by: Most relevant v

Brand (1)w Model w Patternw Colg

View Etsy’s recommendations (1)

Samsung Galaxy S24 plain case

£15.00

Free delivery

SmallShop e £
(© Star seller )

Visibility of system status (Nielsen, 2024)

Users are informed about additional costs earlier in the

* Rk hyr (500)

Samsung Galaxy 524 classic... journey. This makes it easier and more efficient to
£25.00 . oy
— (25% off) browse and filter for products within budget because
et .98 £22:65(25% o .
+£2.00 delivery they know the total price (Harley, 2018). Consequently,
this transparency empowers users to purchase the
e most suitable products, increase conversions, and
| enhance Etsy's credibility by removing the dark pattern
Samsung Galaxy ZFlip 5 case
eves of hidden costs (Nielsen, 2013; Interaction Design
Fanbaci- Foundation, 2016; Proceedings of the 2018 CHI
" Samsung 524 floral phone case Conference on Human Factors in Computing Systems,
¥ £1500 2018)
aawan (700) © Star sefler)
g oo e e cese Furthermore, this can reduce the likelihood of users
By enonaay abandoning their purchase due to frustration because

| wkkdk (417) (© Star seller )

they struggle to find the most suitable
product (Interaction Design Foundation, 2016). Overall,

Figure 22 Sketches and wireframes implementing visibility is more intuitive and ethical.
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x
Filters
Categories

All categories
Electronics & Accessories

Categories
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Electronics & Accessories

Dispatched from

O Anywhere
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O Anywhere O United Kingdom
Europe Another
O United Kingdom location
Pattern ) Another
location Choose a country v
Choose a country
’Q, Search Pattern Delivery to
Delivery to United Kingdom v

Plain United Kingdom
Pattern Ready to dispatch in
Nafural Ready to dispatch in " 11day
L1 day 1-3 days
Q Search Pattern [11-3 days Y
Floral Price Price
[ &Minimum | to [ £20

Plain

[ eMinimum | to [ £Maximum
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Special offers
[IFree delivery

Special offers
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Natural

<L D] < | <

Scenery []On sale 10n sale
Classic Paisle Etsy’s best Etsy’s best
Y [ Etsy’s Picks [ |Etsy’s Picks
| Star Seller
Gccasion . | Star Seller
cener
y Brand Model
]Samsun
Celebration . 0 Appl 9 Galaxy A34 5G
Classic ppe Galaxy Z Flip5
| Google -
| Nokia _|Galaxy S24
Abstract Becasion v Show more Galaxy S24+
Show more
Taxtured ) Model
exture Celebration v ) Galaxy A34 5G Brand
I Galaxy Z Flip5 []Samsung
) [ Galaxy S24 [JApple
Vintage Abstract [] Galaxy S24+ "1Google
Show more ["INokia
Popular culture Textured v Show more
Colour
|Black Colour
Realistic Vintage v Bine [JBlack
| Green [ ] White
Graphic Popular culture Show more L gllieen
" Pattern Show more
Personalised v Realistic v Plain_
v Classic Pattern
Graphic ~ Natural ! p|ain‘
Show more v Classic
v Natural
Personalised Features ~ Floral
[]Wallet case ora
[|Hard cover O Pressed flowers
Show more Show more
Material Features
- \?hcolne . 1 Wallet case
. | Faux leather H.
= ard cover
== All filters Showmore o
Sort by: Most relevant v Item type Material
|Vintage ] Silicone
o O (4 ( N . ] Item format Faux leather
| Price w Brand (1)w Model » Patternw Colo OAll Show more
. \ . i ~ O Physical items
Digital
downloads lienT type
Ordering options Vintage
| Accepts Etsy gift cards Item format
] Can be gift-wrapped O All
| Customisable Physical items
Digital
downloads

Ordering options
"] Accepts Etsy gift cards
Can be gift-wrapped

[]Customisable

Figure 23 Sketches and wireframes

Redesign: Prototype

Chunking (Moran, 2016)

The filtering categories are simplified and
segmented into appropriate groups. This enhances
the discoverability of the filters and the appropriate
products (UXPin, 2023). Furthermore, the content
hierarchy fulfils the user needs expressed in the
survey and interview (Survey, 2025). Displaying
these filters and subcategories through progressive
disclosure reduces the extraneous cognitive load, as
users have more control over how many options
they are exposed to (Babich, 2018; Sweller,

2010). Overall, users can filter more accurately and
efficiently.
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Price w Brand (1)w Model w Patternw Colg

View Etsy’s recommendations (1)

Samsung Galaxy S24 plain case
£15.00

Free delivery

SmallShop e
*hkkir (500) (© Star seller )

Samsung Galaxy S24 classic...

£25.00
+£2.00 delivery

CarolineCreations
ik iy (300)

% Samsung Galaxy Z Fold5 case

£18.00
| +£2.00 delivery

L | HollyOaks
o ke (1K)

Samsung Galaxy ZFlip 5 case

. £17.85
Sg +£1.00 delivery

DeanDesigns
.| dkkdek (380)

Samsung S24 floral phone case

. +£4.00 delivery

SusieD .
*hk Rty (700) (© Star seller )

Samsung S24 real flower case

£16.98 £22:65(25% off)
+£2.00 delivery

GiftCartUK .
| wkkAk (417) (© Star seller )

Etsy’s Picks are hand selected by
our style experts to highlight
items from shops that have
shown quality, reliability and
style.

Figure 24 Sketches and wireframes

Redesign: Prototype

Recognition rather than recall (Nielsen, 2024)

| made explanations of Etsy's tagging more
prominent using an icon and a modal. These
subtle components help users learn more
without obstructing their purchase

journey (UXPin, 2020). This reduces
extraneous cognitive load, as users do not
need to memorise new jargon and can choose
what information to view (Sweller,

2010). Overall, the website is easier to use,
especially for new customers.
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Redesign: Prototype

Pressed flower phone
case iPhone case and.

Case*for\Phone161514 e*
4.9 % (10.6k) 49 % (9) P—
£19.38 £2092 £21.80 £2423 P:tSy Signin % OB G = Etsy eE OB H
Ad by Etsy seller € Ad by Etsy seller €
= (Samsung phone case X @
Hick's law
o

=S All filters

Sort by: Most relevant v

IN DEMAND. 3 PEOPLE BOUGHT THIS IN THE LAST 24
HOURS.

£25.95 £3244 (20%off

Sale ends in 6 days

Price w Brand (1)w Model w Patternw Colo|

5 Decision-making takes longer as the complexity of
the task increases (Yablonski, no date). This redesign
reduces the complexity of the original journey and
content, so users can find and purchase their
desired product easily.

View Etsy’s recommendations
VAT included (where applicable), plus postage Y @

Real Pressed Flower Phone Case Cover for iPhone 15 14
13 12 16 Pro Max case, Samsung Galaxy $25 524 fe 23
Ultra case Google Pixel 8 9 Pro x|

Samsung Galaxy S24 plain case

LittleCuteFlowers €3 % % % % % £15.00

Free delivery

9 Bestseller in Phone Cases
¥ 20+ bought in the last week

SmallShop
*ediy (500)

(© Star seller )

/ Returns & exchanges accepted

Device

Samsung Galaxy S24 classic...
‘ Samsung S24 v ‘

£25.00
+£2.00 delivery

Samsung pressed flower phone case
£16.98 £22.65-(25% off)

Pick Your Style

‘ Style B v ‘ CarolineCreations +£2.00 delivery cost
- g *hkkts (300) VAT included
Add your personalisation (optional) v GiftCartUK s s+ (417) (© Star seller

Samsung Galaxy Z Fold5 case

£2.00 delivery

Style: Purple flower

f | HollyOaks
L Rk (1K)

Samsung Galaxy ZFlip 5 case

Quantity

£17.85

S +£1.00 delivery 1 v

Add to basket

Item details v

DeanDesigns
Fkkokk (380)

Samsung S24 floral phone case

- £15.00
+£4.00 delivery

Delivery and return policies v

SusieD
KA kky (700)

(© Star seller )

Etsy Purchase Protection b4

Samsung S24 real flower case

£16.98 £22:65(25% off) FAQs b4

+£2.00 delivery

GiftCartUK

| Wk (417) (© Star seller) Meet your seller b4

GiftCartUK has 417 reviews b 4 8 8 4%

Figure 25 Sketches and wireframes 22
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https://www.figma.com/proto/dOcuxv32xug1Rqgsb2HAq5/UX-Toolkit--Iteration?node-id=690-9458&t=jzrqwBnZrLO8iSa9-0&scaling=scale-down&content-scaling=fixed&page-id=690%3A8589

&

Attitudinal: Behavioural:
User's thoughts User interactions

O Time on task
O Success rate

£ Single ease question

Figure 27 Sketches and wireframes

Methods

The eye-tracking research should be repeated alongside
the interview to draw a direct comparison with the data
for the original design. This tracks improvements in how
users interact with the content and measure any
changes in metrics (Moran, 2020).

A shorter task completion time and higher success rate
can determine an increased efficiency and
effectiveness of the redesign, whilst the SEQ score
gives a subjective measure of the satisfaction

score (Babich, 2025; Nielsen and Budiu, 2021; Frokjeer,
Hertzum and Hornbaek, 2000).

Overall, iterating these behavioural and attitudinal
metrics enables a detailed understanding of the
redesign's success compared to the original.
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Methods

These metrics can be supplemented with the NPS,
which provides a more holistic summary of customer
satisfaction. This can align with Etsy's long-term
business goals to retain and increase customers, for
example (Babich, 2022). This also complements the MAU
metric, which demonstrates the trajectory of active
users. This is a crucial component in assessing how the
redesign affects customer loyalty.

Website analytics tools such as Adobe Analytics
conveniently analyse conversions and user retention
through aspects including website and page visits (Hay,
2017; pp. 10). Overall, the NPS and MAU metrics are vital
for measuring user engagement and loyalty (Goyal,
2022; Babich, 2022).
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Benchmarking

Benchmarking measures the performance of the
redesign according to a meaningful reference

point (Moran, 2020). This includes the original design and
industry standards, for example, the average NPS
scores for the e-commerce industry (Moran, 2020). This
provides a holistic view of success from a business
perspective.

Furthermore, A/B tests are a cheap and easy method to
see the users' preferences on the design

iterations (Moran, 2020). Combining this method with
benchmarking will help to concretely track the success
of the design iterations from the users' perspective and
business goals (Moran, 2018).
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Impact on the business and users

Users can easily find
their products

Figure 29 Summary of business and user impact

O

<

The business has
objective data on
users' preferences for
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improvements can be conversions and
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Overall, iterating on these improvements and strategies will
enhance the user experience and increase customer
loyalty (Nielsen, 2013).

2(



Reterencing




1000 Logos (2025) Canva Logo PNG [Logo]. Available at: https://1000logos.net/download-image/. (Accessed: 12 May 2025).

Babich, N. (2018) Best Practices For Mobile Form Design. Available at: https://www.smashingmagazine.com/2018/08/best-practices-for-mobile-form-
design/ (Accessed: 6 May 2025).

Babich, N. (2022) A Quick Guide to UX Metrics. Available at: https://uxplanet.org/a-quick-guide-to-ux-metrics-d271a937149a (Accessed: 6 May 2025).

Babich, N. (2025) User Engagement Metrics: Essentials. Available at: https://uxplanet.org/user-engagement-metrics-essentials-700fb597fc72
(Accessed: 4 May 2025).

Cao, J. (2016) Customer Experience vs. User Experience: See the Difference. Available at: https://www.uxpin.com/studio/blog/customer-experience-
vs-user-experience-why-the-difference-matters/ (Accessed: 27 April 2025).

Carter, B.T. and Luke, S.G. (2020) ‘Best practices in eye tracking research’, International Journal of Psychophysiology, 155(6), pp.49-62. Available at:
https://www.sciencedirect.com/science/article/pii/S0167876020301458 (Accessed: 11 May 2025).

Chan, M. (2024) Mental Models and User Experience Design. Available at: https://www.nngroup.com/articles/mental-models/ (Accessed: 27 April
2025).

Clark, L. (2022) Considering accessibility for people with cognitive disabilities and differences. Available at: https://uxdesign.cc/considering-
accessibility-for-people-with-cognitive-disabilities-and-differences-b208dc132a8c#0d63(Accessed: 27 April 2025).

‘Design, User Experience, and Usability: Theories, Methods, and Tools for Designing the User Experience, Crete, 22-27 June’ (2014) Design, User
Experience, and Usability: Theories, Methods, and Tools for Designing the User Experience, 8517(6), pp 402—412. Available at: https://
link.springer.com/chapter/10.1007/978-3-319-07668-3 39#citeas

Ebay screens (2025) [Screenshot]. https://www.ebay.co.uk/sch/i.html? _nkw=phone+case& sacat=0& from=R40& trksid=p4432023.m570.11313
(Accessed: 11 May 2025).

Etsy (2024 a) What is Etsy? Available at: https://help.etsy.com/hc/en-us/articles/360001920447-What-is-Etsy?segment=shopping (Accessed: 22 April
2025).



https://uxdesign.cc/considering-accessibility-for-people-with-cognitive-disabilities-and-differences-b208dc132a8c#0d63
https://uxdesign.cc/considering-accessibility-for-people-with-cognitive-disabilities-and-differences-b208dc132a8c#0d63
https://help.etsy.com/hc/en-us/articles/360001920447-What-is-Etsy?segment=shopping

Etsy (2025 b) About Etsy. Available at: https://www.etsy.com/about. (Accessed: 22 April 2025).

Etsy journey (2025) [Screenshot]. Available at: https://www.etsy.com/uk/search?qg=samsung+galaxy+s24+phone+case&ref=search_bar
(Accessed: 10 May 2025).

Etsy redesign (2025) [Screenshot] Available at: https://www.figma.com/design/dOcuxv32xug1Rqgsb2HAq5/UX-Toolkit--lteration?node-
iId=690-8589&p=f&t=HTX1gMCLKNuFezpC-0 (Accessed: 11 May 2025).

Eye tracking (2025) [Screenshot]. Available at: https://www.figma.com/design/dOcuxv32xug1Rqgsb2HAqg5/UX-Toolkit--lteration?node-
1d=4-3762&p=f&t=HTX1gMCLKNuFezpC-0 Accessed: 11 May 2025).

Fonts (2025) [Screenshot]. Available at: https://www.fontspace.com (Accessed: 11 May 2025).

Frakjeer, E., Hertzum,M. and Hornbaek, K. (2000) 'Measuring usability: are effectiveness, efficiency, and satisfaction really
correlated?.'Proceedings of the SIGCHI Conference on Human Factors in Computing Systems: CHI '00, The Hague, The
Netherlands, April 1 — 6. New York, USA: Association for Computing Machinery, pp. 345-352. Available at: https://dl.acm.org/
doi/10.1145/332040.332455 (Accessed: 11 December 2024).

Gibbons, S. (2021) & Prioritization Methods in UX Roadmapping. Available at: https://www.nngroup.com/articles/prioritization-methods/
(Accessed: 11 May 2025).

Gordon, K. (2021) Visual Hierarchy in UX: Definition. Available at: https://www.nngroup.com/articles/visual-hierarchy-ux-definition/
(Accessed: 7 May 2025).

Goyal, V. (2022) A comprehensive guide to using Net Promoter Score (NPS). Available at: https://uxdesign.cc/a-comprehensive-guide-
to-using-net-promoter-score-nps-5b6ad8f2b5165 (Accessed: 6 May 2025).

Graphic posters (2025) [Screenshot]. Available at: https://uk.pinterest.com/#login (Accessed: 11 May 2025).


https://www.etsy.com/about
https://www.figma.com/design/dOcuxv32xug1Rqgsb2HAq5/UX-Toolkit--Iteration?node-id=4-3762&p=f&t=HTX1gMCLKNuFezpC-0
https://www.figma.com/design/dOcuxv32xug1Rqgsb2HAq5/UX-Toolkit--Iteration?node-id=4-3762&p=f&t=HTX1gMCLKNuFezpC-0

Harley, A. (2018) Visibility of system status (usability heuristic #1). Available at: https.//www.nngroup.com/articles/visibility-system-
status/ (Accessed: 3 May 2025).

Hay, L. (2017) Researching UX : analytics. Collingwood, Victoria, Australia: Sitepoint.

Interaction Design Foundation (2016) What is Credibility? Available at: https://www.interaction-design.org/literature/topics/credibility?
srsltid=AfmBOo01lgZhe3zJnGvLo6rdIACs-xfzZRwqDtlyo3wzO8ASNUTQ3K3aK (Accessed: 6 May 2025).

Interaction Design Foundation (2017) Semi-Structured Interviews. Available at: https://www.interaction-design.org/literature/topics/
semi-structured-interviews (Accessed: 28 April 2025).

Laubheimer, P. (2018) Beyond the NPS: Measuring Perceived Usability with the SUS, NASA-TLX, and the Single Ease Question After
Tasks and Usability Tests. Available at: https://www.nngroup.com/articles/measuring-perceived-usability/. (Accessed: 26 April 2025).
Layout examples (2025) [Screenshot]. Available at: https://www.canva.com (Accessed: 11 May 2025).

Microsoft (no date) Microsoft Inclusive Design. Available at: https://inclusive.microsoft.design (Accessed: 27 April 2025).

Moran K. and Brown M. (2021) Design Thinking: Study Guide. Available at: https://www.nngroup.com/articles/design-thinking-study-
guide/ (Accessed: 28 April 2025).

Moran, K. (2018) Quantitative User-Research Methodologies: An Overview. Available at: https://www.nngroup.com/articles/quantitative-
user-research-methods/ (Accessed: 11 May 2025).

Moran, K. (2020) Benchmarking UX: Tracking Metrics. Available at: https://www.nngroup.com/articles/benchmarking-ux/ (Accessed: 6
May 2025).

Neusesser, T. (2025) Choose Customer Loyalty over Short-Term Profit. Available at: https://www.nngroup.com/articles/customer-
loyalty-vs-short-term-profit/. (Accessed: 27 April 2025).



https://www.nngroup.com/articles/measuring-perceived-usability/
https://www.nngroup.com/articles/customer-loyalty-vs-short-term-profit/
https://www.nngroup.com/articles/customer-loyalty-vs-short-term-profit/

Nielsen, J. (2013) Conversion Rate: Definition as used in UX and web analytics. Available at: https://www.nngroup.com/articles/conversion-rates/
(Accessed: 6 May 2025).

Nielsen, J. (2013) Conversion Rate: Definition as used in UX and web analytics. Available at: https://www.nngroup.com/articles/conversion-rates/
(Accessed: 6 May 2025).

Nielsen, J. (2024) 10 Heuristics for User Interface Design. Available at: https://www.nngroup.com/articles/ten-usability-heuristics/ (Accessed: 6
May 2025).

Pernice, K. and Rosala, M. (2023) User Interviews: How, When, and Why to Conduct Them. Available at: https://www.nngroup.com/articles/user-
interviews/ (Accessed: 26 April 2025).

Plain phone case (2025) [Screenshot]. Available at: https://www.etsy.com/uk/listing/1471037639/cute-raspberry-wallet-case-for-iphone-167?
ref=search2 top narrowing intent modules top rated-2&pro=1&sts=1&logging key=73694455b6475224283225f3fa1e1d0059711bae%3A1471

037639 (Accessed: 11 May 2025).

‘Proceedings of the 2018 CHI Conference on Human Factors in Computing Systems’, New York, United States, , 21-26 April 2018’
(2018) Conference on Human Factors in Computing Systems — Proceedings, (4) pp. 1-14. Available at: https://
doi.org/10.1145/3173574.3174108.

Ramamohan, A. (2024) Ethical Considerations in UX: Designing with Integrity. Available at: https://medium.com/design-bootcamp/ethical-
considerations-in-ux-designing-with-integrity-2a64 796eb29c (Accessed: 27 April 2025).

Rayner, K. (2009) ‘The 35th Sir Frederick Bartlett Lecture: Eye movements and attention in reading, scene perception, and visual
search’, Quarterly journal of experimental psychology, 62(8), pp.1457-1506. Available at: https://journals.sagepub.com/
doi/10.1080/17470210902816461 (Accessed: 11 May 2025).

Research plan (2025) [Screenshot] Available at: https://btgroupcloud-my.sharepoint.com/:w:/r/personal/fatou_dampha _ee co_ uk/Documents/
NEW%20Neat%20UXT%20Draft%20document%2011-5-25.docx?d=wba4237309f8547ae8ec462a011ecc80e&csf=1&web=1&e=3t9ibJ
(Accessed: 12 May 2025)


https://www.etsy.com/uk/listing/1471037639/cute-raspberry-wallet-case-for-iphone-16?ref=search2_top_narrowing_intent_modules_top_rated-2&pro=1&sts=1&logging_key=73694455b6475224283225f3fa1e1d0059711bae%3A1471037639
https://www.etsy.com/uk/listing/1471037639/cute-raspberry-wallet-case-for-iphone-16?ref=search2_top_narrowing_intent_modules_top_rated-2&pro=1&sts=1&logging_key=73694455b6475224283225f3fa1e1d0059711bae%3A1471037639
https://www.etsy.com/uk/listing/1471037639/cute-raspberry-wallet-case-for-iphone-16?ref=search2_top_narrowing_intent_modules_top_rated-2&pro=1&sts=1&logging_key=73694455b6475224283225f3fa1e1d0059711bae%3A1471037639
https://doi.org/10.1145/3173574.3174108
https://doi.org/10.1145/3173574.3174108
https://medium.com/design-bootcamp/ethical-considerations-in-ux-designing-with-integrity-2a64796eb29c
https://medium.com/design-bootcamp/ethical-considerations-in-ux-designing-with-integrity-2a64796eb29c

Salazar, K. (2016) How Channels, Devices, and Touchpoints Impact the Customer Journey. Available at: https://www.nngroup.com/
articles/channels-devices-touchpoints/ (Accessed: 27 April 2025).

Samsung Galaxy ZFlip 5 case (2025) [Screenshot]. Available at: https://www.etsy.com/uk/search?
g=Samsung+galaxy+zflip+phone+case+purple (Accessed: 11 May 2025).

Samsung S24 floral phone case (2025) [Screenshot]. Available at: https://www.etsy.com/uk/listing/1717207200/transparent-flower-
phone-case-fit-for?

Is=s&ga_order=most relevant&ga search type=all&ga view type=gallery&ga search query=Floral+phone+case+samsung+S24&ref
=sr_gallery-1-12&pro=1&frs=1&bes=1&sei=1&content source=cb7f92a99fed1d604cf5787fafa95ae09e8c5916%253A1717207200&sea
rch_preloaded_img=1&organic_search_click=1&logging_key=cb7f92a99fed1d604cf5787fafa95ae09e8c5916%3A1717207200(Access
ed: 11 May 2025).

Samsung S24 real flower case (2025) [Screenshot]. Available at: https://www.etsy.com/uk/listing/1203429270/hand-pressed-real-dried-
flower-phone?

Is=s&ga_order=most relevant&ga search type=all&ga view type=gallery&ga search query=samsung+s24+pressed+flower+phone+
case&ref=sr_gallery-1-13&pro=1&frs=1&content _source=b4c849c973bda171019d798{729b2192fab81bec%253A1203429270&organic
_search_click=1&logging key=b4c849c973bda171019d798f729b2192fab81bec%3A1203429270 (Accessed: 11 May 2025).

Samsung Z phone case (2025) [Screenshot]. Available at: https://www.etsy.com/uk/listing/1840597508/samsung-z-fold-case-for-
galaxy-z-fold-67?

Is=s&ga_order=most _relevant&ga search type=all&ga view type=gallery&ga search query=samsung+galaxy+z+fold+case&ref=sr
gallery-1-3&pro=1&frs=1&content _source=abb3db8ac96e6b015b7e2dbd891a02aeefa6de59%253A1840597508&search preloaded i
mg=1&organic_search_click=1&logging key=abb3db8ac96e6b015b7e2dbd891a02aeefa6de59%3A1840597508(Accessed: 11 May
2025).

Soegaard, M. (2024) What is Eye Tracking in UX. Available at: https://www.interaction-design.org/literature/article/eye-tracking-ux
(Accessed: 26 April 2025).


https://www.nngroup.com/articles/channels-devices-touchpoints/
https://www.nngroup.com/articles/channels-devices-touchpoints/
https://www.etsy.com/uk/search?q=Samsung+galaxy+zflip+phone+case+purple
https://www.etsy.com/uk/search?q=Samsung+galaxy+zflip+phone+case+purple
https://www.etsy.com/uk/listing/1717207200/transparent-flower-phone-case-fit-for?ls=s&ga_order=most_relevant&ga_search_type=all&ga_view_type=gallery&ga_search_query=Floral+phone+case+samsung+S24&ref=sr_gallery-1-12&pro=1&frs=1&bes=1&sei=1&content_source=cb7f92a99fed1d604cf5787fafa95ae09e8c
https://www.etsy.com/uk/listing/1717207200/transparent-flower-phone-case-fit-for?ls=s&ga_order=most_relevant&ga_search_type=all&ga_view_type=gallery&ga_search_query=Floral+phone+case+samsung+S24&ref=sr_gallery-1-12&pro=1&frs=1&bes=1&sei=1&content_source=cb7f92a99fed1d604cf5787fafa95ae09e8c
https://www.etsy.com/uk/listing/1717207200/transparent-flower-phone-case-fit-for?ls=s&ga_order=most_relevant&ga_search_type=all&ga_view_type=gallery&ga_search_query=Floral+phone+case+samsung+S24&ref=sr_gallery-1-12&pro=1&frs=1&bes=1&sei=1&content_source=cb7f92a99fed1d604cf5787fafa95ae09e8c
https://www.etsy.com/uk/listing/1717207200/transparent-flower-phone-case-fit-for?ls=s&ga_order=most_relevant&ga_search_type=all&ga_view_type=gallery&ga_search_query=Floral+phone+case+samsung+S24&ref=sr_gallery-1-12&pro=1&frs=1&bes=1&sei=1&content_source=cb7f92a99fed1d604cf5787fafa95ae09e8c
https://www.etsy.com/uk/listing/1203429270/hand-pressed-real-dried-flower-phone?ls=s&ga_order=most_relevant&ga_search_type=all&ga_view_type=gallery&ga_search_query=samsung+s24+pressed+flower+phone+case&ref=sr_gallery-1-13&pro=1&frs=1&content_source=b4c849c973bda171019d798f729b2192fab81bec%253A1203429270&organic_search_click=1&logging_key=b4c849c973bda171019d798f729b2192fab81bec%3A1203429270
https://www.etsy.com/uk/listing/1203429270/hand-pressed-real-dried-flower-phone?ls=s&ga_order=most_relevant&ga_search_type=all&ga_view_type=gallery&ga_search_query=samsung+s24+pressed+flower+phone+case&ref=sr_gallery-1-13&pro=1&frs=1&content_source=b4c849c973bda171019d798f729b2192fab81bec%253A1203429270&organic_search_click=1&logging_key=b4c849c973bda171019d798f729b2192fab81bec%3A1203429270
https://www.etsy.com/uk/listing/1203429270/hand-pressed-real-dried-flower-phone?ls=s&ga_order=most_relevant&ga_search_type=all&ga_view_type=gallery&ga_search_query=samsung+s24+pressed+flower+phone+case&ref=sr_gallery-1-13&pro=1&frs=1&content_source=b4c849c973bda171019d798f729b2192fab81bec%253A1203429270&organic_search_click=1&logging_key=b4c849c973bda171019d798f729b2192fab81bec%3A1203429270
https://www.etsy.com/uk/listing/1203429270/hand-pressed-real-dried-flower-phone?ls=s&ga_order=most_relevant&ga_search_type=all&ga_view_type=gallery&ga_search_query=samsung+s24+pressed+flower+phone+case&ref=sr_gallery-1-13&pro=1&frs=1&content_source=b4c849c973bda171019d798f729b2192fab81bec%253A1203429270&organic_search_click=1&logging_key=b4c849c973bda171019d798f729b2192fab81bec%3A1203429270
https://www.etsy.com/uk/listing/1203429270/hand-pressed-real-dried-flower-phone?ls=s&ga_order=most_relevant&ga_search_type=all&ga_view_type=gallery&ga_search_query=samsung+s24+pressed+flower+phone+case&ref=sr_gallery-1-13&pro=1&frs=1&content_source=b4c849c973bda171019d798f729b2192fab81bec%253A1203429270&organic_search_click=1&logging_key=b4c849c973bda171019d798f729b2192fab81bec%3A1203429270
https://www.etsy.com/uk/listing/1840597508/samsung-z-fold-case-for-galaxy-z-fold-6?ls=s&ga_order=most_relevant&ga_search_type=all&ga_view_type=gallery&ga_search_query=samsung+galaxy+z+fold+case&ref=sr_gallery-1-3&pro=1&frs=1&content_source=abb3db8ac96e6b015b7e2dbd891a02aeefa6de59%253A1840597508&search_preloaded_img=1&organic_search_click=1&logging_key=abb3db8ac96e6b015b7e2dbd891a02aeefa6de59%3A1840597508
https://www.etsy.com/uk/listing/1840597508/samsung-z-fold-case-for-galaxy-z-fold-6?ls=s&ga_order=most_relevant&ga_search_type=all&ga_view_type=gallery&ga_search_query=samsung+galaxy+z+fold+case&ref=sr_gallery-1-3&pro=1&frs=1&content_source=abb3db8ac96e6b015b7e2dbd891a02aeefa6de59%253A1840597508&search_preloaded_img=1&organic_search_click=1&logging_key=abb3db8ac96e6b015b7e2dbd891a02aeefa6de59%3A1840597508
https://www.etsy.com/uk/listing/1840597508/samsung-z-fold-case-for-galaxy-z-fold-6?ls=s&ga_order=most_relevant&ga_search_type=all&ga_view_type=gallery&ga_search_query=samsung+galaxy+z+fold+case&ref=sr_gallery-1-3&pro=1&frs=1&content_source=abb3db8ac96e6b015b7e2dbd891a02aeefa6de59%253A1840597508&search_preloaded_img=1&organic_search_click=1&logging_key=abb3db8ac96e6b015b7e2dbd891a02aeefa6de59%3A1840597508
https://www.etsy.com/uk/listing/1840597508/samsung-z-fold-case-for-galaxy-z-fold-6?ls=s&ga_order=most_relevant&ga_search_type=all&ga_view_type=gallery&ga_search_query=samsung+galaxy+z+fold+case&ref=sr_gallery-1-3&pro=1&frs=1&content_source=abb3db8ac96e6b015b7e2dbd891a02aeefa6de59%253A1840597508&search_preloaded_img=1&organic_search_click=1&logging_key=abb3db8ac96e6b015b7e2dbd891a02aeefa6de59%3A1840597508
https://www.etsy.com/uk/listing/1840597508/samsung-z-fold-case-for-galaxy-z-fold-6?ls=s&ga_order=most_relevant&ga_search_type=all&ga_view_type=gallery&ga_search_query=samsung+galaxy+z+fold+case&ref=sr_gallery-1-3&pro=1&frs=1&content_source=abb3db8ac96e6b015b7e2dbd891a02aeefa6de59%253A1840597508&search_preloaded_img=1&organic_search_click=1&logging_key=abb3db8ac96e6b015b7e2dbd891a02aeefa6de59%3A1840597508

Stripy phone case (2025) [Screenshot]. Available at: https://www.etsy.com/uk/listing/1575291382/pink-vertical-stripes-lined-matte-phone?
ref=search2 top narrowing intent modules top rated-4&pro=1&frs=1&logging key=4db91c95a08f8db949c6aeeale78f1f9e3abe761%3A1575291382 (Access
ed: 11 May 2025).

Survey (2025) [Screenshot]. Available at: https://forms.cloud.microsoft/Pages/DesignPageV2.aspx?
prevorigin=Marketing&origin=NeoPortalPage&subpage=design&id=iFbzpwCcXk26QSnxRjd6sCA7xRqgDB2JBnqJlIEvzZWiSUMkdYMIo2QkJPWTIQQTVNTINNT1E
4MO0ZLQi4u&analysis=true(Accessed: 10 May 2025)

Sweller, J. (2010) ‘Element Interactivity and Intrinsic, Extraneous, and Germane Cognitive Load’, Educational Psychology Review, 22(2), p.125 . Available at:
https://doi.org/10.1007/s10648-010-9128-5.

Target screens (2025) [Screenshot]. https://www.target.com/p/samsung-galaxy-s24-phone-case-heyday/-/A-918027187preselect=91521208#Ink=sametab
(Accessed: 11 May 2025).

UXPin (2020) User Interface Elements Every Designer Should Know. Available at: https://www.uxpin.com/studio/blog/user-interface-elements-every-designer-
should-know/ (Accessed: 6 May 2025).

UXPin (2023) Discoverability in UX and Ul Design — 9 Techniques to Try. Available at: https://www.uxpin.com/studio/blog/discoverability-in-ux/ (Accessed: 6 May
2025).

Wayfair screens (2025) [Screenshot]. https://www.wayfair.co.uk/furniture/pdp/mack-milo-dinges-ladder-desk-u002974446.html?piid=888792463 (Accessed: 11
May 2025).

Whitenton, K. (2021). Triangulation: Get Better Research Results by Using Multiple UX Methods. Available at: https://www.nngroup.com/articles/triangulation-
better-research-results-using-multiple-ux-methods/. (Accessed: 26 April 2025).

Wikipedia (2018) File:Etsy logo.svg. Available at: https://en.m.wikipedia.org/wiki/File:Etsy logo.svg. (Accessed: 10 May 2025)
Yablonski, J. (no date) Hick’s Law, Laws of UX. Available at: https://lawsofux.com/hicks-law/ (Accessed: 6 May 2025).

Zalando screens (2025) [Screenshot]. Available at: https://www.zalando.co.uk/urban-classics-kids-cutlery-black-ur654f000-q11.html (Accessed: 11 May 2025).


https://www.etsy.com/uk/listing/1575291382/pink-vertical-stripes-lined-matte-phone?ref=search2_top_narrowing_intent_modules_top_rated-4&pro=1&frs=1&logging_key=4db91c95a08f8db949c6aeea9e78f1f9e3abe761%3A1575291382
https://www.etsy.com/uk/listing/1575291382/pink-vertical-stripes-lined-matte-phone?ref=search2_top_narrowing_intent_modules_top_rated-4&pro=1&frs=1&logging_key=4db91c95a08f8db949c6aeea9e78f1f9e3abe761%3A1575291382
https://forms.cloud.microsoft/Pages/DesignPageV2.aspx?prevorigin=Marketing&origin=NeoPortalPage&subpage=design&id=iFbzpwCcXk26QSnxRjd6sCA7xRqDB2JBnqJIIEvzWi5UMkdYMlo2QkJPWTlQQTVNT1NNT1E4M0ZLQi4u&analysis=true
https://forms.cloud.microsoft/Pages/DesignPageV2.aspx?prevorigin=Marketing&origin=NeoPortalPage&subpage=design&id=iFbzpwCcXk26QSnxRjd6sCA7xRqDB2JBnqJIIEvzWi5UMkdYMlo2QkJPWTlQQTVNT1NNT1E4M0ZLQi4u&analysis=true
https://forms.cloud.microsoft/Pages/DesignPageV2.aspx?prevorigin=Marketing&origin=NeoPortalPage&subpage=design&id=iFbzpwCcXk26QSnxRjd6sCA7xRqDB2JBnqJIIEvzWi5UMkdYMlo2QkJPWTlQQTVNT1NNT1E4M0ZLQi4u&analysis=true

Appendix




Metrics
What does success look like?

Researcher Fatou Dampha
name:
Project title: Etsy website eye-tracking

IMPORTANT: At this time, any primary research for this unit will need to be conducted with peer classmates.

You cannot run research with external participants.

Scope

Behavioural metrics
. Time on task

. Eye tracking scan path data

Attitudinal metric
* Single ease question |

Evaluating the user experience (efficiency and ease of use etc.) of the Etsy product

purchase journey

Task

Ethics
This must include approaches to distress protocol, [informed] consent and incentives.

(How would you ensure your research project will be conducted according to ethical
considerations?)

Participants will answer semi-structured interview questions about their
background and personal context

Participants will answer semi-structured interview questions about their last
experience purchasing an item online and the quality of the user experience
Participants will complete the tasks when navigating through the purchase journey
during eye-tracking

After the task, participants will answer semi-structured interview questions about
their experience, and will be asked to give a rating for a Single Ease Question (SEQ)

Equipment / resources

Tobii Pro Lab eye-tracking software

Tobii Nano eye tracker for mobile phones (Stand and magnet, PC, video
adapter)

iPhone (interface for the eye tracking)

iPhone (recording interview audio through Voice Memo application)
Laptop (referring to the discussion guide)

Discussion guide (interview questions and single ease guestion)

Participants
How you will recruitment participants, considering inclusion/exclusion criteria. (Proposed
participants, as if you were recruiting real users for your usability research project)

. Participants will be asked for their verbal consent to their participation
. Participants can ask questions before and after the user research
° All data will be anonymised
. Recordings will not be shared outside of the organisation and deleted after
16/4/25
. Participants can choose to withdraw from the user research at any point in
time
. Participants can ask questions about the research at the start and end
Incentive
Gift card vouchers
Time plan / schedule
s Each research session should not take more than 45 minutes
. Interviews are conducted before and after the user testing
0 Rough Agenda:
& Introduction Questions: 5 minutes

=] Initial guestions before research: 5 minutes
- Timed moderated usability task: 15 minutes
=] End questions: 5 minutes

Inclusion Criteria: 5 participants in total

20+ years old
Users that have previously shopped online on websites

Scope / limitations

. Self-reported data in the interview
- Tobii eye tracking calibration may be slightly inaccurate
. Time constraints to conduct the user research in the lab

Appendix 1:
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Session Introduction:

Thank you for agreeing to take part in our research today. My name is Fatou, and | work as a
Researcher for BT. I'lL let you know a little bit about what you’ll be doing.

Today you’ll be helping me understand your experience using Etsy’s website.

During our session I'd like you to be as honest as possible, there are no right or wrong answers,
and we are not testing you. I’'m here to have a general conversation with you to understand your
feedback to help improve our experiences.

Today’s session will last around 30 minutes and will also be recorded.

The recording will be used so | can listen back to make notes, and some clips may be made to
share with the team so they can hear real life examples of what our customers think about us.
The recording won’t be shared outside BT and my assignment moderators for any reason, and |
will also take the necessary steps to ensure any data you share is de-personalised. The data will
be deleted after Friday 16th May 2025.

Do you have any questions before we begin?

Introduction Questions: 5 minutes

Tell me about yourself?
What does typical day look like for you?

Initial questions before research: 5 minutes

Just before we begin, | would like to ask you a few questions about online shopping.

Questions

Talk me through your last experience when you were purchasing something online
o (Probe: Why did you use the mobile/computer?)
o Talk me through your last experience when you were purchasing something online with
a laptop
- Do you use different devices for different types of purchases?
- When shopping online, knowing exactly what product you are looking for how do you buy it on
the website?

- When shopping online, and you’re unsure of what product you are looking for how do you buy it
on the website?

Verbal consent

Thank you for agreeing to take part in our research today. My name is Fatou, and | work as a Researcher for BT. I’ll let you know a little bit about what you’ll be doing.

Today you'll be helping me understand your experience using Etsy’s website.

During our session I'd like you to be as honest as possible, there are no right or wrong answers, and we are not testing you. I’'m here to have a general conversation

with you to understand your feedback to help improve our experiences.
Today’s session will last around 30 minutes and will also be recorded.

The recording will be used so | can listen back to make notes, and some clips may be made to share with the team so they can hear real life examples of what our

customers think about us.

The recording won’t be shared outside BT and my assignment moderators for any reason, and | will also take the necessary steps to ensure any data you share is

de-personalised. The data will be deleted after Friday 16th May 2025.
Do you have any questions before we begin?

Tnisdiiicd | usabili k- 15 mi

Before we begin, please could you share your screen with the Etsy website?
Here is the task:

Pretend to purchase a phone case for a Samsung galaxy S24. The design should have
pressed (real) flowers on it. | will put specific details of what you are looking for into the

chat:
[Paste into chat]

Samsung galaxy 524 phone case with (real) pressed flowers
Maximum price: £E25

Etsy's pick

Delivery to: United Kingdom

Please speak aloud any thoughts and feeling you have about the website as you
complete the task. I'll be quiet and observe. Then, I'll ask you a few questions at the

end of the task.
Do you have any questions before we begin?

Ok, | would like you to say ‘ready” and you can start the task.

-
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o From a scale of 1-7, one being very difficult and seven being very easy, how easy or

difficult was it to complete this task?

Why do you say that?

How did this journey make you feel?

What were your expectations for this purchasing journey?
How did you find filtering for the phone case?

Is there anything that could be improved in this journey?

o O 92 o o o o O

ey finish searching, ask them to do the filter categories so and you can see different

What did you think about navigating to the phone case section?

Give me 3 words that describe the journey you went through

If you were to contact the seller to return the product, what would you expect to do?

Probing =

u Tell me more/ could you expand on that

Why do you say that?
. What do you mean by that?

® How does that make you feel?

» That's all the gquestions | have for you today —is there anything else you'd like to mention that we

didn't get a chance to cover?

Let me check to see if the team have any more questions?
How did you find today?
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