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1. EXECUTIVE SUMMARY 

Modern consumers baseline effectiveness and usefulness of e-commerce websites on experiences they have 
had with prototypical online stores like Amazon, Airbnb, and Spoonflower. Phydeaux, a local physical pet store, 
has recently ventured into an e-commerce platform. he purpose of this usability study was to assess whether 
users confidently recognize online purchasing from Phydeaux is an option and to determine if there are 
usability issues present in adding items to the cart, removing items, and locating items at adjacent stores.  

Four participants were run through a usability test in the Digital Media Lab at SILS, each being asked to 
complete four tasks. Both self-reported measures (e.g. user satisfaction, ease of use) and calculated metrics 
(e.g. time on task, number of page views) were recorded.  

Results indicate that participants struggled (e.g. 50% success rate) to navigate to Phetch from the Phydeaux’s 
main website and that participants were challenged with finding an ideal path for determining the availability 
of an out-of-stock item in one store in an adjacent store. The cognitive load in both these areas resulted in 
significantly larger amounts of time spent on task, requiring the reflective question be posed: What percentage 
of users would abandon this information seeking activity?  

Recommended next steps for these critical issues include re-architecting the site so that Phetch is the main 
landing page and consolidating the three stores’ separate sites into one integrated e-commerce platform that 
represents three physical store’s inventories. Less resource-intense resolutions are also posed in the main 
contents of this report. 
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2. OVERVIEW 

Phydeaux is a locally owned pet specialty store with a physical store presence in Cary, Chapel Hill, and Raleigh 
in North Carolina. Founded in 2002 by an ex-software developer, the company has found niche success in the 
local market, receiving recognition both locally (e.g. Indy Week magazine) and nationally (e.g. Inc. 5000 
magazine) in successive years. Its website, phydeaux.com, through June of 2017 did not have an e-commerce 
component but rather served to communicate general information about the store. However, in June 2017, an 
e-commerce site was added branded under the name Phetch by Phydeaux™ (referred to simply as Phetch in 
this report). It is estimated that based on competitive pressures (e.g. chewy.com of PetSmart, petflow.com, 
amazon.com), consumer buying behavior is transitioning to digital channels. Because the e-commerce 
component of the site is a newer initiative, this usability study will focus its attention solely on Phetch, which 
has a unique URL for each physical store location. The team believes Phetch is an important interface to 
evaluate as the project can contribute to the future sustainability of an independent, locally owned store. 

3. PURPOSE 

This usability assessment will concentrate on the usefulness and effectiveness of the e-commerce site Phetch. 
Learnability and efficiency were not directly assessed as it was assumed users of this site have a background in 
placing orders on e-commerce sites and either choose to leisurely browse the site to find new products or 
make purchases infrequently enough (i.e. once a month) that small efficiency gains would not dramatically 
increase usability perceptions.  

Additionally, user tasks did not require the use of legacy Phydeaux pages (including About Us, Products, Blogs, 
Events, Our Stores, and Contact Us), although participants were not prevented from navigating to these pages 
in certain tasks that intentionally start on Phydeaux’s main page. The following table outlines specific 
evaluation questions that have guided the structuring of tasks to be tested:  

Guiding Evaluation Questions User Task(s) 
Are users able to understand that Phetch is the e-commerce site for Phydeaux? 1 
Are users able to effectively utilize the e-commerce capability (i.e. add and delete 
items from a cart, navigate the product taxonomy) of Phetch? 

2, 3, 4 

4. METHOD 

4.1. TEST DESIGN 

Usability testing was conducted with four participants with participant recruitment being determined by the 
professor of INLS 719. None of the four participants had formal exposure to this usability project; however, 
they had been working on their own usability projects in parallel throughout the semester. A within-subjects 
design was used given the available sample size of 4 participants. Task 1 and 2 (determining whether Phydeaux 
has an e-commerce site and finding a specific product, respectively) are expected to be sensitive to learning 
effects and were therefore tested first. Task testing occurred in the same fixed order for all participants and 
will be conducted in sequential order from task 1 to 4. 
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4.2. TEST ENVIRONMENT 

The test was conducted in the Digital Media Lab, Manning Library, School of Information and Library Science at 
UNC-Chapel Hill. The lab has a desk with two monitors, an external webcam, an external microphone, one 
keyboard, one mouse, and other digital media equipment that will not be used for purposes of this study. The 
participant was seated in front of the left monitor with the moderator seated directly to the right of the 
moderator. Note Taker 1 was also present in the room but was seated at a desk in the front right of the room. 

4.3. EQUIPMENT AND MATERIALS 

The following materials will be present in the room: 

• Desktop computer (participant and moderator use) to run Camtasia desktop screen recording 
software, Chrome Internet Browser (Google Hangout to share screen with notetaker, task webpages, 
Qualtrics for participant questionnaire) 

• External microphone positioned in between the moderator and participant 
• External webcam placed on the desk and facing the participant 
• Laptop computer (note taker use) - to view participant desktop in real time using Google Hangouts 

and Word in Office 365 to take notes and communicate with Moderator 
• Laptop computer (moderator use) - to view follow-up questions posed by notetaker  
• Office 365 group site: file storage for participant screen recordings  
• Paper printouts: Informed Consent Form and Task descriptions 

4.4. TASK LIST AND DESCRIPTIONS 

View Appendix A to see the tasks as they were given to participants during the usability testing sessions. 

Task # Task Description 
1 Starting at Phydeaux’s main page, find whether there is a way to either check the in-store inventory of an 

item or purchase an item online. 
2 Find a specific product (“Oxbow Organic Barley Biscuits-2.5 oz”) on Phetch without using the search function. 
3 Remove an item from the Phetch shopping cart. 
4 Starting on a specific product page, add the item — which is out-of-stock at one location — to your cart. 

4.5. CONDENSED EVALUATION TESTING SESSION SEQUENCE OF EVENTS 

Refer to Appendix B for a full detailed sequence of events and Appendix C for a full Moderator Guide. 

1. Team schedules meeting with test Participant, ensuring the SILS Digital Media Lab is available, and 
books it for testing session for 2 hours. 

2. Moderator and Note Taker arrive 30 minutes prior to the official start time for set up.  
3. Moderator greets and escorts Participant to the SILS Digital Media Lab and introduces them to the 

team and study. Moderator then hands and reviews with the Participant an informed consent form.  
4. If Participant consents, Moderator opens Qualtrics for a pre-test questionnaire (Appendix D)  
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5. Moderator administers 4 usability tasks on the website while Note Taker observes and takes note on a 
shared document shared on Office 365. After each task, Participant answers several Post-Task 
questions on Qualtrics.  

6. Moderator debriefs and asks the participant to complete a post-test questionnaire on Qualtrics.  
7. Moderator asks Participant several pre-determined qualitative questions in addition to any follow-up 

questions suggested by the Note Taker. 
8. Moderator thanks Participant for their time and shows them the way out of the stacks 10. Note Taker 

ends and processes Camtasia recording saving both the .MP4 and Camtasia file to the participant 
testing session folder on Office 365. 

4.6. SESSION EVALUATORS 

The team used a rotating schedule based on availabilities so that each member was present in evaluating at 
least two testing sessions. There were three roles for each session: Moderator, Note Taker 1, and Note Taker 
2. The second Note Taker was not physically present during the session but instead took notes while watching 
a Camtasia recording. The chart below shows the testing schedule for the evaluation: 

 Session 1  
(11/14/18) 

Session 2  
(11/16/18) 

Session 3 
(11/25/18) 

Session 4 
(11/25/18) 

Moderator Nura  Jeffrey Rachel~Anne Dottie 
Note Taker 1 Rachel~Anne Dottie Jeffrey Rachel~Anne 
Note Taker 2 Jeffrey Nura Dottie Rachel~Anne 

5. EVALUATION MEASURES 

The team gathered both performance metrics and self-reported data from participants during the study, which 
were recorded and stored using DGUX’s Office 365 shared project space (i.e. SharePoint). Audio, video, and 
screen capture recordings of the whole testing session utilized Camtasia. A pre-test questionnaire, post-task 
questionnaire, and post-test questionnaire will be captured using Qualtrics. The post-test questionnaire will 
include the standardized System Usability Scale (SUS)1 questionnaire. For each task, the team measured two 
distinct performance metrics and varying self-reported metrics which were used for analysis. 

5.1. PERFORMANCE METRICS 

Time on Task: 

How It Was 
Calculated 

With start time being as soon as the moderator maximizes the website on the screen and end time being 
when the participant begins to say “I have completed task x”, measured in seconds. 

Justification Time on task provides context to user understanding beyond what is captured in page view metrics. 
Large values of time could either be the result of lostness and the confused seeking of information, or it 
could be a measure of significant user cognitive load in determining which navigational actions to 
execute. 

                                                             
1 Affairs, A. S. (2013, September 06). System Usability Scale (SUS). Retrieved from https://www.usability.gov/how-to-and-
tools/methods/system-usability-scale.html  
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Number of Page Views (Total, Distinct, Lostness): 

How It Was 
Calculated 

Total pages equal the number of total URLs visited by the user, distinct pages are a count of the unique 
URL’s from the total set, and lostness is defined by the sqrt[(distinct pages/total pages – 1)^2 + (ideal 
path pages/distinct pages – 1)^2 ]. Ideal path pages were determined by the DGUX team. 

Justification Total number of pages is a comparative measure to assess the directness of user task completion, a 
larger number of page views compared to the ideal path indicates confusion in the interface 
presentation or a misalignment to user expectation in executed actions. 

Success Rate: 

How It Was Calculated Number of participants who successfully completed the task/the total number of participants. 
Definitions of Success Task 1 - Number of participants who successfully navigate to the e-commerce site “Phetch” and 

did not verbalize that they believed they did not find the e-commerce store,  
Task 2 - Calculated by number of participants who were able to successfully purchase “Oxbow 
Organic Barley Biscuits–2.5 OZ” 
Task 3 - Calculated as number of participants who successfully removed the item from their cart 
Task 4 - Calculated as number of participants who successfully located the out-of-stock item in 
another store that had it in-stock and added it to their cart. 

Justification A low success rate, absent system bugs, provides evidence of the presence of a usability issue. A 
high success rate should be evaluated in concert with other measures to provide negative 
confirmation of the evidence of a usability issue. 

5.2. SELF-REPORTED METRICS 

At the end of each task, participants will be asked to answer several questions relating to the task they were 
just asked to perform. View Appendix E for the complete list of post-task questionnaire answers as they were 
shown to participants. 

Questions focused on ease of use, user expectations, system intuitiveness, user confidence, and user 
satisfaction. 

5.3. PARTICIPANT SAMPLE STATISTICS FROM PRE-TEST QUESTIONNAIRE 

Of the four participants, none of them had previous experience with the website nor the physical store being 
tested. 75% of participants own or care for an animal. Website material is consumer-oriented and not 
technical, but the familiarity of participants with this domain should rule out domain unfamiliarity as a 
contributor for task inefficiency/confusion.  

Most participants purchase or browse an item from an online store multiple times a month and therefore 
should be considered familiar with online store processes of finding an item, adding it to their cart, and 
checking out. 
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6. USABILITY TEST RESULTS 

6.1. TASK 1 RESULTS: FINDING PHYDEAUX’S E-COMMERCE SITE 

All four participants had no prior experience with the Phydeaux site. When starting the task 50% of the 
participants focused, based on cursor movement, on the top menu bar. The other two participants scanned 
the whole main page before making their first navigational decision. A similar page order was followed by each 
of the participants in their attempt to locate the e-commerce page. The “Products” page was first consulted, 
followed by the “Our Stores” page, and then when applicable the red button navigating to Phetch was 
selected. Of those participants who were successful, none navigated to Phetch in a way other than clicking on 
the red button in the upper right corner of Phydeaux’s main site.  

The task had a 50% success rate defined as: 

o Success: participant navigates to Phetch and adds item 
to cart 

o Failure: did not complete = participant does not 
navigate to Phetch and states task has been completed 

o Failure: did not recognize success = participant 
navigated to Phetch, states that task is complete but 
that no e-commerce store is available. 

Baseline time on task for adding a random item to the 
cart after first scanning the home page is expected to 
be 15 seconds. Participants were asked to think aloud, 
which will increase time on task, but the fastest 
participant to complete task 1 was many times slower 
than the baseline.  

Task completion times were impacted based on the 
number of pages viewed and the indirect route taken 
to get to Phetch. Lostness was calculated for this task 
with an average metric of 0.54; due to the small 
number of participants the 95% confidence interval is 
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a large range reported as 0.35 - 0.74. Participants viewed at least two other pagers before attempting to 
navigate to Phetch, mousing over the red navigational button on average 54% of the way through their time 
on task. 

All four participants verbally communicated reluctance if they decided to click the red button, this was also 
evidenced by the post task questionnaire completion where no participant indicated they were strongly 
confident that clicking the red button would have the desired effect. Verbal comments related to finding the e-
commerce page Phetch included:  

• “This is so confusing” 
• "The red button doesn’t make sense at all"  
• “I feel this is pretty hidden”  
• “I would not intuitively think that home delivery meant that they had an online store” 
• "This is not the place that I should go…[because it is for delivery]"  
• “This is a serious issue” 

6.2. TASK 2 RESULTS: FINDING A SPECIFIC PRODUCT ON PHETCH WITHOUT USING THE SEARCH 
FUNCTION 

All participants for this task were able to successfully find Organic Barley Biscuits except one. When asked how 
easy it was to find and add the item to the cart, three mentioned that they found the task to be moderately 
easy, while one person found it to be neither easy nor difficult. When the participants were asked if they 
thought the task to find and add the item to the card to be intuitive, one person agreed, two somewhat 
agreed, while one neither agreed nor disagreed. The time on task range was quite vast: one participant took 36 
seconds for the task, while another took as long as 7:27 minutes. The average time on task was 2:47 with the 
95% confidence interval of between 0:00 - 05:54 minutes; the large confidence interval is due to the small 
sample size and large standard deviation among metrics.  

One interesting observation of the team for this task was that while searching for the Biscuits, participants 
kept clicking on “Small Animal Foods” rather than “Small Animal Treats” under the “Small Animal” on the 
menu bar. This might be because “Small Animal Food” is the only title that has two food options below it, 
which could confuse the user to think that it’s the only title with options. While not explicitly stated, this 
chosen path points to a possible issue in the site: site information architecture. 

6.3. TASK 3 RESULTS: REMOVING AN ITEM FROM THE SHOPPING CART 

As previously stated, all participants are familiar with e-commerce sites and purchase items online more than 
once a month; therefore, a task involving the removal of an item from a cart is projected to be relatively easy 
for this set of users. This was proven true as the longest time on task was measured at 49 seconds by 
Participant 4 and even then, they finished the task much sooner, taking the remainder of their time to report 
the process using an encouraged “think aloud” method.  

Two participants identified the task as extremely easy and intuitive, completing it with no hesitation or 
confusion. The other two participants both hesitated before completing the task by changing the item quantity 
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from 1 to 0. One of the participants who hesitated said, “Maybe... I should change the quantity to 0?” This 
phrasing suggests lack of confidence that changing the quantity would have the desired effect. Additionally, 
both users who completed the task without hesitation said they were expecting to see a delete button that 
looked like an “X.” 

6.4 TASK 4 RESULTS: LOCATING AN “OUT-OF-STOCK” ITEM IN AN ADJACENT STORE 

Task 4 seeks to understand how users connect the system (Phetch) with the real world (three distinct store 
locations) and asks users to locate an item which is out-of-stock in one location and find whether it is available 
to purchase in another store and to add it to their cart. The sample time on task mean of this task took 
significantly longer than the previous three tasks with an average time of 4 minutes and 30 seconds (see chart 
below, “Average Time for Each Task”), where every other task was completed in less than 2 minutes. However, 
despite the longer time, there was a 100% success rate of users who successfully located and added it to the 
cart.  

There were several different paths users took to achieve this; 50% of participants tried to add the product to 
directly to their cart, despite there being a hyperlink underneath with the text: “Check stock in another store.” 
One user commented, saying that when clicking the add button, “I assume I can add it somewhere else,” and 
another user stated, “I guess [this hyperlink] is the only way I can do this.”  

These user comments, paired with the post-task questionnaire, suggest that ease of use was also relatively 
low, as the task was perceived as “slightly difficult” by two participants and “moderately difficult” by 1 
participant. Only one person felt the task was “slightly easy.” 1 out of the 4 participants did not acknowledge 
the drop-down menu functionality and instead visited each physical store web page (Cary, Chapel Hill, Raleigh) 
and used the search function to find the product and confirm if it was in stock. Participant satisfaction was 
harder to gauge, as the average of user’s who felt satisfied with both the ease of the task and competition time 
ended up being a 3.25 and 3.50 respectively (on a 7-point scale). 

 

6.5. POST-TEST SYSTEM USABILITY SCALE (SUS) RESULTS 

The team administered a post-test SUS questionnaire (10 questions on a 7-point scale) to each participant 
after completing the four pre-determined usability tasks. The team then calculated the mean responses and 
calculated an average SUS score of 48.875. To put this into comparison, any score above 68 is considered  
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above average, and any score below 68 is considered below 
average. This score, paired with the data analysis mentioned in 
the previous section, point to flaws in Phetch’s website design. 
Overall, the team found that most of the participants found the 
system to be difficult and non-intuitive, which could deter 
participants to want to use Petch’s online services. View the 
complete post-test questionnaire in Appendix F and the SUS 
responses and chart in Appendix G.  

Other significant findings:  

o 50% reported they would not be willing to use this system frequently and the other 50% responded 
with either “agree nor disagree” or “somewhat disagree.”  

o 100% of the participants found the system unnecessarily complex and  
o 75% of the participants did not find that the various functions in this system were well integrated.  
o 75% felt as though they needed to learn a lot of things before they could use to the system.  

7. RECOMMENDATIONS 

Based on an analysis of the usability testing session results, the team has proposed four recommendations: 

Recommendation #1 (Critical Issue): Make Phetch more visible on the main Phydeaux page 

The Nielsen Norman Group suggests that the first 10 seconds of user page time are crucial and most users will 
abandon a site within 60 seconds if their information needs are not being met.2 Phydeaux needs to address the 
navigational time it takes for first time visitors to acknowledge and access Phetch.  

This could be resolved by two approaches: a light touch solution would be to retire the current “Products 
Page” and rename the red “Phetch” button to “Online Store,” and a more intensive solution would require 
rearchitecting the site structure with Phetch being the landing page for Phydeaux, and Phydeaux’s current 
pages (e.g. Blog, About Us, Events) being accessed as subpages from the e-commerce store.  

Recommendation #2 (Critical Issue): Create one central Phetch page  

The team noticed several issues with the overall cohesiveness of the system, including an instance where a 
user was confused because the items in their cart disappeared when they switched to a different store 
location’s URL. The team proposes that instead of having distinct URLs/landing pages for each of the three 
locations, there should be one central Phetch page which would be able to connect to the different database 
inventories.  

Recommendation #3 (Minor Issue): Add a clear “delete” button to items in the cart  

Although it may be counterintuitive to make a change to something that participants did quickly and 
successfully, half of them hesitated and half of them cited an expectation for an “X”-shaped button. This level 

                                                             
2 Nielsen, J. (2011, September 12). How Long Do Users Stay on Web Pages? Retrieved from 
https://www.nngroup.com/articles/how-long-do-users-stay-on-web-pages/  
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of uncertainty among users who shop online frequently alludes to a preference for a more intuitive method of 
removal.  

Recommendation #4 (Minor Issue): Clarify the content of the navigation bar  

Currently, the menu in Phetch is understandable until the items are hovered on. Once a primary navigational 
item (I.e. “Dogs”, “Cats”) is hovered on, the hierarchal distinction is not clear as several headers have sub-
headers whereas others do not. The navigational menu lacks both clarity and consistency and the team 
recommends a card sorting activity with potential users to better understand how users think about pet 
inventory items. 

8. REFLECTION 

The evaluation proved to be extremely beneficial in helping the team better understand users’ cognitive 
processes on Phydeaux and helped the team answer two pre-determined evaluation research questions.  

RESEARCH QUESTION #1: ARE USERS ABLE TO UNDERSTAND THAT PHETCH IS THE E-COMMERCE 
SITE FOR PHYDEAUX?  

Based on performance metrics analysis on Task 1, the team can confidently conclude that it is unclear that 
Phetch is the e-commerce site for Phydeaux. The task had a success rate of 50% — the lowest of all four tasks 
— and users felt that the “Phetch! Delivery” red button did not accurately reflect the e-commerce site. 
Additionally, one user landed on the Phetch website multiple times yet still believed that that they were not on 
the e-commerce site and attempted to go back, believing Phetch was only a delivery service.  

RESEARCH QUESTION #2: ARE USERS ABLE TO EFFECTIVELY UTILIZE THE E-COMMERCE 
CAPABILITY (E.G. ADD ITEMS, DELETE ITEMS, AND NAVIGATE THE PRODUCT TAXONOMY) OF 
PHETCH?  

Users were able to utilize the e-commerce site, with a 75% success rate of adding an item to their cart (Task 2) 
and 100% success rate of removing an item to their cart (Task 3). The high rate of success for these tasks may 
be attributed to the fact that participants in this study both have prior experience in e-commerce platforms 
and perseverance in completing the task regardless of how ideal a path taken. The team concludes that while 
Phetch functions as many of its competitors in terms of e-commerce capability, reducing cognitive load on a 
user by providing better affordances would improve the overall usability of the site.  

Overall, the team was very satisfied with this report and learned a lot from the experience. The largest 
unanimous challenge all members faced was setting up the testing session — specifically ensuring Google 
Hangouts and Camtasia were working properly and pulling up each respective tab.  

One surprising fact the team was not anticipating was that no user directly commented on the site architecture 
of the site (other than being uncertain on how to “get back” to the main Phydeaux page).  
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APPENDIX 

APPENDIX A: TASK LIST AND DESCRIPTIONS 

TASK 1 — DOES PHYDEAUX PROVIDE ME A WAY TO PURCHASE ITEMS ONLINE?  

During this task you will be scanning and navigating the website Phydeaux.com, the online presence for a pet 
retailer based in Chapel Hill, NC but with multiple physical stores. Browse the website and see if there is a page 
that allows you to check the in-store inventory of an item, or purchase an item online. When you feel you have 
completed the task please state to the moderator “I have completed task 1”.   

TASK 2 - FIND AN ITEM ON PHETCH WITHOUT SEARCH 

Pretend that you are looking to purchase treats for your pet rabbit.  Starting at http://chapelhill.phydeaux.com 
look for the specific product “Oxbow Organic Barley Biscuits–2.5 oz”. For research purposes we ask that you 
refrain from using the search function. When you feel as though you have completed the task, please state to 
the moderator “I have completed task 2”.  

TASK 3 – DELETE AN ITEM FROM THE PHETCH SHOPPING CART 

You have already added a pet shampoo and conditioner to your shopping cart. After further research you have 
determined that you no longer wish to purchase the conditioner. Starting from the shopping cart page, remove 
the conditioner product from your cart. When you feel you have completed task three, please state to the 
moderator “I have completed task 3”.   

TASK 4 - MY ITEM IS OUT OF STOCK, WHAT’S NEXT? 

You would like to purchase “Oxbow - Carnivore Care - Small Animal Supplement”. After navigating to the 
product details page, you discover that the item is out of stock. Using the browser site in front of you, the out 
of stock product details page, continue to navigate the site to add the supplement to your cart. When you feel 
you have completed task four, please state to the moderator “I have completed task 4”.  
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APPENDIX B: DETAILED SEQUENCE OF EVENTS 

 
1. The team schedules meeting time with the test Participant 
2. Tech support ensures the SILS Digital Media Lab is available and books it for the testing session. The 

room should be booked for 2 hours. 
3. Moderator, Note Taker, and Tech Support should arrive 30 minutes prior to the official start time to 

set up.  
• Tech Support Moderator will review the Moderator Script and organize printed materials.  
• Note Taker will help set up the Desktop Computer, external microphone, and external 

webcam. They will also setup a laptop and verify in concert with the Moderator that the 
Google Hangout connection has been established. 

4. Upon arrival, the Moderator will escort the Participant to the Digital Media Lab, introduce the 
Participant to the team and each person’s role during the session, and introduce the study’s goals.  

5. The Moderator will hand the Participant an informed consent form and provide processing space/time. 
The Moderator should be clear about informing the individual of Participant rights.  

6. If the Participant chooses to continue, the Moderator will open a Qualtrics survey and ask the 
Participant to answer a few questions prior to starting any of the tasks.  

7. The Moderator will start conducting usability tests on Phetch on 4 distinct aspects of the website. This 
includes both real-time measurements and short post-task questionnaires to inquire about the 
Participant's impressions.  

8. After each task, the Moderator prompts the Participant to answer a Preference scaled response in the 
Qualtrics survey. 

9. During the usability testing, the Note Taker will add any follow-up questions to be asked to the 
Participant by the Moderator into the note taking template document shared on Office 365.  

10. The Moderator debriefs and ask the participant to complete a brief Qualtrics post-test questionnaire.  
11. The Moderator asks the Participant several pre-determined qualitative questions. The Moderator also 

asks any follow-up questions suggested by the Note Taker, navigating back to appropriate places on 
the Phetch site to provide context as beneficial.   

12. Moderator thanks Participant for their time and show them the way out of the stacks  
13. Note Taker ends and processes Camtasia recording saving both the .MP4 and Camtasia file to the 

participant testing session folder on Office 365. Processing Camtasia includes trimming the initial dead 
space recording while Participant is not yet seated in front of the machine as well as adding click 
highlighting to the recording before production.  

14. Note Taker will be responsible for logging out of the computer, and checking out of the room. 
15. The team schedules meeting time with the test Participant 
16. Tech support ensures the SILS Digital Media Lab is available and books it for the testing session. The 

room should be booked for 2 hours. 
17. Moderator and Note Taker arrive 30 minutes prior to the official start time to set up.  
18. Upon arrival, the Moderator will greet the Participant and escort the Participant to the Digital Media 

Lab, introduce the Participant to the team and each person’s role during the session, and introduce the 
study’s goals.  

19. The Moderator will hand and review with the Participant an informed consent form  
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20. If the Participant chooses to continue, the Moderator will open a Qualtrics survey and ask the 
Participant to answer a few questions prior to starting any of the tasks.  

21. The Moderator will start conducting usability tests on Phetch  on 4 distinct aspects of the website.  
22. After each task, the Moderator prompts the Participant to answer a Preference scaled response in the 

Qualtrics survey. 
23. During the usability testing, the Note Taker will add any follow-up questions to be asked to the 

Participant by the Moderator into the note taking template document shared on Office 365.  
24. The Moderator debriefs and ask the participant to complete a brief Qualtrics post-test questionnaire.  
25. The Moderator asks the Participant several pre-determined qualitative questions. The Moderator also 

asks any follow-up questions suggested by the Note Taker, navigating back to appropriate places on 
the Phetch site to provide context as beneficial.   

26. Moderator thanks Participant for their time and shows them the way out of the stacks  
27. Note Taker ends and processes Camtasia recording saving both the .MP4 and Camtasia file to the 

participant testing session folder on Office 365.   
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APPENDIX C: MODERATOR GUIDE 

SECTION 1: INTRODUCTION  

Hi _______ [Participant Name], my name is ____________ [Moderator Name]. 

My colleague, _________ [Note Taker Name], will be helping me out today and will be taking notes over at 
this desk. Thank you for taking the time today to participate in this usability study.  

Throughout this usability session, you may see that I am reading from a script. This is intentional, and although 
awkward, increases the chance for consistent testing across all the participants involved in this study. 

You might already have a good guess on why you are here. Today, you will be interacting with a website that 
I’ll bring up in a second and be asked to walk through four specific tasks. While you are completing the tasks 
today, please keep in mind that my colleagues and I are here to learn and to understand from your 
engagement with the site.  

There are no right or wrong answers today, just an intentional desire for us to learn. Before you are asked to 
complete each of the four tasks, I’ll provide you a task description in writing. If you have any questions after 
reading the task description or during the task, feel free to ask.  

Depending on the question, I may or may not be able to provide an answer based on whether my response 
would skew our ability to learn from your actions. After all tasks have been completed, there will be some time 
available for me to answer any questions you would like to ask.   

SECTION 2: INFORMED CONSENT  

Before we begin, I’d like to go over an informed consent form with you. 

[Provide participant consent form and writing instrument] 

There are a few things I’d like to point out on this form. 

First, I’d like you to know that throughout this study, this session will not “test” you or your ability; rather, the 
session will test the site to provide information on areas that might be improved. 

I’d also like you to know that participation is completely voluntary and you do have alternative choices if you 
choose to not consent OR chose to withdraw your consent during this study.  

With your permission, we will be recording audio and screen activity during today’s session using a software 
called Camtasia in addition to a webcam recording. We will also be sharing the screen and audio using Google 
Hangouts so that my colleague can observe and take notes. I want to be clear that both recordings will be 
stored in an Office 365 shared folder accessible only by the four UX researchers involved in this usability study 
and that any results from this session will be anonymized in any published format. Do you have any questions 
so far? 

[If Participant has question, answer it. If not]: 

I’ll give you a moment to read this form. If you choose to sign the informed consent form, please do so and let 
me know when you are ready so that I can collect the form from you. 
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[If participant consents]: Great, would you like a copy of the informed consent form to take with you when you 
leave today? [Sign and hand Participant a copy of the informed consent form if they answer in the affirmative] 

I’ll start recording now. Before we get started with the first task, I’d like to ask you a couple of questions.  

[If participant does not consent]: Thank you for coming today, but without a signed consent form, we cannot 
continue this usability testing session. [End session] 

SECTION 3: INITIAL QUESTIONS  

Before we go to the website, I’d like to get some background information.  

[Open Browser 1 Tab 2 - Qualtrics]. 

SECTION 4: TASKS   

Thank you!  

Now before we begin, I want to ask you to think aloud during this next part; say whatever you are thinking 
about as you work on each task. For example, you might say what you’re looking at, what you’re trying to do, 
and what you’re thinking. This may feel a little weird at first, but it is important for us to know what you are 
thinking as you work on the tasks as it will be a big help to us. If you forget, I’ll just give you a reminder to keep 
thinking aloud. Also, please don’t worry that you’re going to hurt our feelings. We’re doing this to improve the 
site, so we need to hear your honest reactions. Let’s start with Task 1.   

--- 

[Hand participant task #1 and read description].  

During this task you will be scanning and navigating the website Phydeaux.com, the online presence for a pet 
retailer based in Chapel Hill, NC but with multiple physical stores. Browse the website and see if there is a page 
that allows you to check the in-store inventory of an item, or purchase an item online. When you feel you have 
completed the task please state to the moderator “I have completed task 1”.   

Do you have any questions regarding what you are being asked to do? Let’s begin.  

[Open Browser 2 Phydeaux.com. When user has finished, open Browser 1 Tab 2 for the post-task questionnaire 
on Qualtrics.] 

--- 

[Hand participant task #2 and read description]  

Pretend that you are looking to purchase treats for your pet rabbit.  When I bring up the next site, look for the 
specific product “Oxbow Organic Barley Biscuits–2.5 oz”. For research purposes we ask that you refrain from 
using the search function. When you feel as though you have completed the task, please state to the 
moderator “I have completed task 2”.  

[Open Browser 3 Tab 1 Phetch. When user has finished, open Browser 1 Tab 2 for the post-task questionnaire 
on Qualtrics.] 

--- 
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[Hand participant task #3 and read description.] 

You have already added a pet shampoo and conditioner to your shopping cart. After further research you have 
determined that you no longer wish to purchase the conditioner. Starting from the shopping cart page, remove 
the conditioner product from your cart. When you feel you have completed task three, please state to the 
moderator “I have completed task 3”.   

[Open Browser 3 Tab 2 Phetch Shopping Cart. When user has finished, open Browser 1 Tab 2 for the post-task 
questionnaire on Qualtrics.] 

--- 

[Hand participant task #4 and read description]  

You would like to purchase “Oxbow - Carnivore Care - Small Animal Supplement”. After navigating to the 
product details page, you discover that the item is out of stock. Using the browser site in front of you, the out 
of stock product details page, continue to navigate the site to add the supplement to your cart. When you feel 
you have completed task four, please state to the moderator “I have completed task 4”.  

[Open Browser 3 Tab 3 Out of Stock Item. When user has finished, open Browser 1 Tab 2 for the post-task 
questionnaire on Qualtrics.] 

--- 

Thank you, that concludes the task portion of this test.  

SECTION 5: POST-TEST ONLINE QUALTRICS SURVEY  

We now have a short post-test questionnaire we’d like you to complete, as the tasks and system are still fresh 
in your mind.  

[Keep Participant on Qualtrics]  

SECTION 6: POST-TEST QUESTIONNAIRE  

[Note: During this section, moderator will ask 5 questions verbally to participant. The note-taker will take 
notes]  

Thank you, we are almost done! For the last part of our test, we have several questions we’d like to ask you 
about your experience with the site. Your feedback is extremely valuable to us.  

1) What stood out to you the most about the site -- good or bad? 

2) What part did you find to be the most engaging?  

3) Was there anything that confused or frustrated you?  

4) If you were to redesign the Phydeaux main website, what would you change as it relates to the 
communication and presentation of Phetch?  

5) Now that you have looked at the site, what are three facts or pieces of information that stood out to you or 
that you remember during the session?  
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SECTION 7: DEBRIEF  

Thanks, that was very helpful. If you’ll excuse me for a minute, I’m just going to see if the people on the 
team have any follow-up questions they’d like me to ask you.  

[Review note taking template to determine if additional follow-up questions have been requested by the note 
taker. If there are no further questions, turn off recording devices and monitor]  

Great, we are all done. Thank you so much for participating in our usability test. Your cooperation will really 
help us advance in our research study. 

Now that we are done, do you have any questions for me?  

[Moderator thanks Participant again and walks them out]  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



INLS 718 FALL 2018 Final Report 

APPENDIX D: PRE-TEST QUESTIONNAIRE 

1. Which of the following best describes how frequently you browse or purchase items on an e-commerce 
website? 

o Daily 
o Multiple times a week 
o Multiple times a month 
o Multiple times a year 
o Never 

2. Do you currently own or take care of a pet? 

o Yes 
o No 

3. Have you heard of Phydeaux before? 

o Yes 
o No 

4. Have you purchased items from Phydeaux before? 

o Yes 
o No  
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APPENDIX E: POST-TASK QUESTIONNAIRE 

TASK 1: FIND PHYDEAUX’S E-COMMERCE SITE 

1. How easy was it to understand Phetch is the e-commerce site for Phydeaux? 

  Extremely 
clear 

Moderately 
clear 

Slightl
y clear 

Neither clear 
nor unclear 

Slightly 
unclear 

Moderately 
unclear 

Extremely 
unclear 

Participant 
Response  o   o   o   o   o   o   o   

2. On your initial scan of the site, did you focus on the red box in the upper right corner labeled 'New! Phetch 
Home Delivery'? 

o Yes 
o No  

 

3. Did you expect that clicking on the 'Products' label in the header would take you to the page where you 
could buy an item online? 

o Yes 
o No 
o I did not consider the “products” label  

 

4. If you clicked on the red box labeled 'New! Phetch Home Delivery', how confident were you that this would 
take you to the e-commerce store for Phydeaux? 

  Very Confident Somewhat 
Confident 

Somewhat 
Apprehensive 

Very 
Apprehensive 

Participant 
Response  o   o   o   o   
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TASK 2: FINDING A SPECIFIC PRODUCT ON PHETCH WITHOUT USING THE SEARCH FUNCTION 

1. How easy was it to find and add the item to the cart? 

  Extremely 
easy 

Moderately 
easy 

Slightly 
easy 

Neither 
easy nor 
difficult 

Slightly 
difficult 

Moderately 
difficult 

Extremely 
difficult 

Participant 
Response  o   o   o   o   o   o   o   

2. The process to find and add the item to the cart was intuitive. 

o  Strongly agree  
o Somewhat agree 
o Neither agree nor disagree 
o Somewhat disagree 
o Disagree 
o Strongly disagree 

 

TASK 3: REMOVE AN ITEM FROM THE SHOPPING CART 

1. How easy was it to remove an item from the shopping cart? 

  Extremely 
easy 

Moderately 
easy 

Slightly 
easy 

Neither easy 
nor difficult 

Slightly 
difficult 

Moderately 
difficult 

Extremely 
difficult 

Participant 
Response  o   o   o   o   o   o   o   

2. The process for removing an item from the cart was exactly what I expected it to be. 

o Strongly agree o Agree o Neither agree not disagree o Somewhat disagree o Disagree o Strongly Disagree 

3. The process to remove an item from the cart was intuitive. 

o Strongly agree o Agree o Neither agree not disagree o Somewhat disagree o Disagree o Strongly Disagree 
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TASK 4: LOCATE AN "OUT-OF-STOCK” ITEM IN AN ADJACENT STORE 

 1. Overall, I feel like this task was... 

  Extremely 
easy 

Moderately 
easy 

Slightly 
easy 

Neither easy 
nor difficult 

Slightly 
difficult 

Moderately 
difficult 

Extremely 
difficult 

Participant 
Response  o   o   o   o   o   o   o   

2. Please answer the following questions to the best of your ability. 

  Strongly 
Agree 

Agree Somewhat 
agree 

Neither 
agree nor 
disagree 

Somewhat 
disagree 

Disagree Strongly 
disagree 

Overall, I am satisfied 
with the amount of 

time it took to 
complete the tasks in 

this scenario.  

o   o   o   o   o   o   o   

 

 

Overall, I am satisfied 
with the ease of 

completing the tasks 
in this scenario.  

 

o   

 

o   

 

o   

 

o   

 

o   

 

o   

 

o   
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APPENDIX F: POST-TEST QUESTIONNAIRE 

Thank you for completing the study and providing our team insight into the usability of Phetch as an e-commerce 
platform. Please answer a few more questions the team has related to your experience with the website today. 

1. Have you visited the Phetch website before this testing session? 

o Yes 
o No 

2. Please indicate a response for each of the following questions. (Based on the System Usability Scale found at 
https://www.usability.gov/how-to-and-tools/methods/system-usability-scale.html) 

 Strongly 
agree 

Somewhat 
agree 

Neither 
agree nor 
disagree 

Somewhat 
disagree 

Strongly 
disagree 

I think that I would like to use this system frequently.  o   o   o   o   o   

I found the system unnecessarily complex.  o   o   o   o   o   

I thought the system was easy to use.  o   o   o   o   o   

I think that I would need the support of a technical person 
to be able to use this system.  

o   o   o   o   o   

I found the various functions in this system were well 
integrated.  

o   o   o   o   o   

I thought there was too much inconsistency in this system.  o   o   o   o   o   

I would imagine that most people would learn to use this 
system very quickly.  

o   o   o   o   o   

I found the system very cumbersome to use.  o   o   o   o   o   

I felt very confident using the system.  o   o   o   o   O 

I needed to learn a lot of things before I could get going 
with this system. 

O O O O O 
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APPENDIX G: SYSTEM USABILITY SCALE RESPONSES AND SCORE CHART 

 

# Question Min Max Mean Std Deviation Variance Count 

1 I think that I would like to use this system 

frequently. 

3 5 4.25 .83 .69 4 

2 I found the system unnecessarily complex. 2 2 2 0 0 4 

3 I thought the system was easy to use. 4 4 4 0 0 4 

4 I think that I would need the support of a 

technical person to be able to use the 

system. 

1 5 3.5 1.66 2.75 4 

5 I found the various functions in this 

system were well integrated. 

4 5 4.75 .43 .19 4 

6 I thought there was too much 

inconsistency in this system. 

1 5 2.25 1.64 2.69 4 

7 I would imagine that most people would 

learn to use this system very quickly 

2 5 4 1.22 1.5 4 

8 I found the system very cumbersome to 

use 

1 4 2 1.22 1.5 4 

9 I felt very confident using the system 2 5 3.5 1.12 1.25 4 

1

0 

I needed to learn a lot of things before I 

could get going with this system 

1 4 3.25 1.3 1.69 4 
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APPENDIX H: TEST RESULTS — CHARTS AND VISUALIZATIONS 

TASK 1: FINDING PHYDEAUX’S E-COMMERCE SITE 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



INLS 718 FALL 2018 Final Report 

TASK 2: FINDING A SPECIFIC PRODUCT ON PHETCH WITHOUT USING THE SEARCH FUNCTION 

Q: How easy was it to find and add the item to the cart?
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TASK 3: REMOVING AN ITEM FROM THE SHOPPING CART 

Q: How easy was it to remove an item from the shopping cart? 
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Varying Degrees of Ease of Use 
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Q: The process for removing an item from the cart was exactly what I expected it to be. 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
Q: The process to remove an item from the cart was intuitive. 
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TASK 4: LOCATING AN “OUT-OF-STOCK” ITEM IN AN ADJACENT STORE 
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Q: Overall, I feel like this task was… 
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