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Description 

IKEA.com is a website where people can buy household items including appliances, 
decorations, and items for their living rooms, bedrooms, and more. During this usability test 
we will be evaluating how effectively the website allows users to find and purchase items for 
their homes. Our goal in conducting this usability study is to help IKEA appeal to more 
customers, and to encourage their long-term loyalty to the IKEA brand. 

Research Questions 

1. Are users able to navigate through the website? If not, where are they getting stuck? 
(What are some of the confusing points of navigation?) 

2. How easily can users find and purchase a product? 
3. What is the most likely approach a user takes when purchasing a product on the 

website? 
4. How discoverable are the coupons on the IKEA website, and where do users have trouble 

applying coupons to a purchase? 
5. Does the IKEA website appeal to college students? 
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Screening Questionnaire 

Website Usability Test 

Participant Screening Questionnaires  

1. Age:_____  
2. Gender: _____ 
3. Are you a student in college:   yes  no 

If student in college:  

Year in College:  Running Start Freshman Sophomore Junior
Senior  

4. Have you moved recently in the past six months? Yes No 

If yes: Please describe the condition and the state of the place you moved to. Example: 
off campus house that was unfurnished  

___________________________________________________________________________  

5. Have you purchased  items online from any of the stores below? Yes No 

If yes: Select all that apply 

Home Depot  IKEA      Lowes           Target          Walmart                None    Other:________ 

6. If interested in the study, please leave  your name, email, and phone number (optional) 

Name: ____________ Email:_______________  Phone(Optional): _____________ 

7. What days and times are you available? Circle all that apply to  your availability time 
range 

11/12/18 Monday Morning 

11/12/18 Monday Afternoon 

11/12/18 Monday Evening 

11/13/18 Tuesday  3 - 6pm 

11/14/18 Wednesday Morning 

11/14/18 Wednesday Afternoon   

11/15/18 Thursday 3 - 6pm 
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11/16/18 Friday Morning 

11/16.18 Friday Afternoon 

Termination Script 

Thank you for taking our survey. We appreciate your willingness to participate in our usability 
sessions. If you meet our recruitment criteria we will contact you via email within the next week 
to confirm the time and location for your usability session. Thanks again for your interest! 
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Qualifications for Study Entry 

There will be a total of 8 participants in this study, and the qualifying answers to the screener 
questions are listed below: 

Question 1: Age: 18- 24. 

Question 2: No gender preference, but asking the question in order to establish the 
demographic of our participants.  

Question 3: Participant is a current college student who is not in the running start program. 

Question 4: Participant has moved in the last six months to a place that is “off-campus” (not on 
the UW campus).  Prioritize participants who have moved into an unfurnished place.  

Question 5: 4 Four participants who have purchased something from the IKEA website, and 
four participants who have not.  

Question 6: Participant who left their name and email. 

Question 8: Can meet during the times offered. 
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 Participant Number: ____ 

Consent Form 

Nondisclosure and Recording Consent  

I agree to participate in the study conducted by the IKEA.com Usability Testing group at the 
University of Washington, Human Centered Design and Engineering Department.  

Please be aware that all of the information derived from this study will be confidential, and the 
data that you produce will not be used outside of the HCDE 417 course.  

Please do not reveal any information that you may learn while participating in the study.  

In addition, we will be recording your session in order to help with note taking and post-session 
review.  I assure you that all recordings taken during this session will be for our eyes only.  

Please read the statements below and sign where indicated. 

I agree that I will disclose no information to any person, firm, or corporation about the Ikea.com usability 
testing study that is going to be conducted by the HCDE 417 Usability Testing Group.  

I understand that this usability test is voluntary and that at any point I can withdraw from the experiment 
and stop participation. 

I understand that photographs and/or recordings will be made of my session. I grant the HCDE 417 
Usability Testing Group  permission to use these recordings for the purposes mentioned above, and waive my 
right to review or inspect the recordings prior to their dissemination and distribution. 

Participants Name:______________________ Date:______________ 

Participants Signature:______________________ 

Thank you for participating in our IKEA.com usability testing study.  

 

 

 

 

 

 

6 



Introductory Script 

1. Welcome the participant, offer refreshments, and exchange pleasantries. 
2. Clear the computer cache. 
3. Google chrome will already be opened up (open it if it is not). 

Thank you again for participating in this study.  My name is ___ and this is ___. Before we 
begin, we want to ask for your permission to record your voice and your facial expressions 
during this session. We will use these recordings for note taking and data collection, and our 
team of four people will be the only ones to see them. Everything will be anonymous. If you 
agree to having your face and voice recorded, please say “yes”. Great! Thank you. Before signing 
the consent form, let me explain the study. During this session I will be here to walk you 
through everything.   ____ is here to make sure that the session is being recorded, and they will 
be taking notes on some of the things we do today. Before we begin, I would like you to know 
that I will be reading from a script to make sure that my instructions are the same for 
everybody.  

We are observing a number of people using the IKEA website in order to test if the site works as 
intended. Is that alright with you? (Wait for participant to say yes or no). 

Before we start the tasks, I want to make it clear that we are testing the site, not you. Nothing 
you do here is wrong. During this session I am going to ask you to think out loud, so try to voice 
your thought process while you are walking through each scenario. Whatever you say, me or my 
team will not be offended. We did not have a part in the design of this website, but we do want 
to improve it. So please be honest about what you are thinking.  

If you have any questions throughout this study, please ask them. Not all questions can be 
answered right away. We are trying place you in a situation as if you are completing these tasks 
on your own, so while you are using the site we may not help you along the way. At the end of 
the session you can also ask questions. At any point during this study you can take a break, just 
let us know. 

With your permission, recordings of your voice, face, and computer screen will be taken during 
this session. We have a consent form for you to sign. This gives us to ability to use the 
recordings taken today throughout our research process. The only people that will see the 
recording are the four people on this team. We will be using the information from these 
recordings to improve the overall website experience.  Now I will explain how this session is 
going to work, but first, do you have any questions so far? 

1. Give the participant the consent form 
2. Once signed start the camera 
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This is how the session will work: 

1. We will read scenarios out loud and have you complete tasks, which we have printed for 
you. 

2. After each task we will ask a couple of questions about how your experience was.  
3. After going through the all of the tasks, we will have you complete a post-test survey. 
4. Finally, in the last few minutes we will ask you some questions based on our 

observations and notes .We will also give you time to ask questions. 

Before we start do you have any questions?  
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Study Script  

Read the introductory script 

Now that you have signed the consent form. I am going to have you answer a set of questions 
(Open up pre-test questionnaire). 

 I am now going to have you practice thinking out loud. Could you tell me about a time that you 
cooked dinner? What were the steps you took and how did you go about completing the task? 

Help guide participant through the process, try to fix problems with thinking aloud before moving on. 

After they describe the task.  

Now that we are ready to start with the computer, I am going to ask you to navigate to the IKEA 
website from the Google Browser. 

Without clicking on anything on the screen, scroll through the page (allow for a couple mins)  

● What do you think this site is for? 
● What parts of the website do you think you can click on (interact with)? 
● What are some of the things you think you can do on this website? 

Thank you. Now I am going to have you complete three tasks. Just a reminder: we are not 
testing you, we are testing the website. For each task I am going to read it out loud, and then 
give you time to read the task on your own. Just to remind you, please try to think out loud as 
you complete each task. Try to talk about what you are doing and why you are doing it. When 
you are done with the task, click next on the UserZoom client and let us know.  After completing 
each task, we will quickly ask you some questions about your experience while completing the 
task before moving on to the next one. 

To do for this section: 

1. Read the scenario and task out loud from the task scenarios section.  
2. Allow the user to read the scenario. 
3. Allow user to proceed with each task until it seems that the user is frustrated or that 

there are too many failures or until they have completed the task. 
4. Once they click next on UserZoom and let us know they finished move onto next step. 
5. After each task ask the post-task questionnaire. 
6. Ask additional questions based on observations. 
7. Repeat steps 1-6 for the other four tasks. 
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Thanks again. Now that the tasks are complete and we are done exploring the IKEA website, it 
would be helpful for us if you would take a post-test questionnaire survey. This will help us 
summarize your overall experience with the IKEA website. Please answer the questions as 
honest and as thoroughly as possible.  Are you willing to complete this survey? 

● Click on the bookmark pulling out the questionnaire 

Thank you for completing the survey. Before we finish I wanted to ask a few questions about 
some of the things we did today and what I saw. I want to make sure that I wrote down the 
important details about what happened during this study.  

● Ask questions based on what I saw during the session 
● Have the observer also ask questions if needed 

Do you have any questions for me now that we are done? 

● Provide the incentives  
● Stop the recording and save the file 
● Say thank you and that they can leave now 

 

 

 

 

 

 

 

 

 

 

 

 

10 



 

Pre-test Questionnaire  

Have the participant fill it out on a digital form. 

1. Have you ever had experience with an online furniture/house appliance shopping 
website?  

○ Yes 
■ If so, can you describe this experience? 

_________________________________________________________________
_________________________________________________________________ 

○ No 
2. Have you ever moved in your life?  

○ Yes 
■ How many times? _________________________________________________ 
■ What was the experience like? 

______________________________________ 
■ How recently did you move?  _______________________________________ 

○ No 
3. Have you ever used the IKEA website?  

○ Yes  
■ When was the last time? ___________________________________________ 
■ What was the experience like? ______________________________________ 

○ No  
4. Did you have to buy furniture for your new home?  

○ Yes 
■ Where did you buy it?______________________________________________ 
■ How was the 

experience?_______________________________________________________ 
○ No 

5. What is your favorite sites to shop for home appliances and why? 
______________________________________________________________________________ 
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Task Scenarios 
Participant Version  
When printing this out have one scenario per a page. 

Scenario #1 

Description  Pretend that you have recently moved into your apartment that is 
unfurnished. You are looking for a particular item that fits your space 
accordingly. This item needs to be a large, black, circular table for your 
dining room. You also need two chairs in addition to the chairs that the 
table comes with. You heard that IKEA carries items like these, so you 
decide to go to their website to find these items and buy them.  Do what 
you need to do to purchase a large, black, circular table and two chairs. You 
can stop once the website prompts you to input credit card or shipping 
address information.  

Scenario #2 

Description  Before purchasing the items, you realize that the items are too expensive 
and you decide to look for something else. Take the steps that you think are 
needed in order to remove these items from your cart.   

Scenario #3 

Description  While you are browsing the furniture on the website, you realize that you 
only have $500 left in your budget to spend on furniture.  You decide that 
you want to purchase a sofa, a coffee table, and one decoration of your 
choice to furnish you new living room.  Take the steps that you need in 
order to purchase the three items listed above for under $500.  You can 
stop once the website prompts you to input credit card or shipping address 
information.  

Scenario #4 

Description  After thinking about it, you decide you do not want those items anymore. 
Remove all of the items from your cart.  

Scenario #5 

Description  Now return to the homepage.  Once you are there, find a coupon and apply 
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it to the relevant items that currently match the coupon, and finish your 
purchase. You can stop once the website prompts you to input credit card 
or shipping address information.   

 
Moderator and Observer Version   
When printing this out for notetaking, have one scenario per page. 

Scenario #1 

Goals/Objectives  Overall Usability of Website/ Ability to Search and Filter Items 

 
Scenario 

Pretend that you have recently moved into your apartment that is 
unfurnished. You are looking for a particular item that fits your space 
accordingly. This item needs to be a large, black, circular table for your 
dining room. You also need two chairs in addition to the chairs that the 
table comes with. You heard that IKEA carries items like these, so you 
decide to go to their website to find these items and buy them.  Do what 
you need to do to find a large, black, circular table and two chairs, and add 
them to your cart. Next, double check that the items are in your cart and 
proceed to checkout. You can stop once the website prompts you to input 
credit card or shipping address information.  

Scenario #2 

Goals/Objectives  Usability of Cart 

Scenario  Before purchasing the items, you realize that the items too expensive and 
you decide to look for something else. Take the steps that you think you 
need in order to remove these items from your cart.   

Scenario #3 

Goals/Objectives  Price Sorting/Error Handling. 

Scenario  While you are browsing the furniture on the website, you realize that you 
only have $500 left in your budget to spend on furniture.  You decide that 
you want to purchase a sofa, a coffee table, and one decoration of your 
choice to furnish you new living room.  Take the steps that you need in 
order to purchase the three items listed above for under $500.  You can 
stop once the website prompts you to input credit card or shipping 
address information.  
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Scenario #4 

Goals/Objectives  Usability and Learnability of Cart 

Scenario  After thinking about it, you decide you do not want those items anymore. 
Remove all of the items from your cart.  

Scenario #5 

Goals/Objectives  Ability to Use a Discount on an Item 

Scenario  Now go to the homepage.  Once you are there, find a coupon and apply it 
to the relevant items that currently match the coupon, and finish your 
purchase. You can stop once the website prompts you to input credit card 
or shipping address information.  
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Post-task Questionnaire 

This questionnaire will be printed and handed to the participant to fill out after each task. 

1. This task was easy to complete  

1  2  3  4  5 

Strongly 
Disagree 

Disagree  Neutral  Agree  Strongly Agree 

Please explain why did you rated the response the way you did? 

______________________________________________________________________________ 

______________________________________________________________________________ 

2. What was the most difficult part when completing the task? 

______________________________________________________________________________ 

______________________________________________________________________________ 

3. How did completing this task make you feel?  

______________________________________________________________________________ 

______________________________________________________________________________ 

4. How satisfied are you with the amount of time it took you to complete the task 

1  2  3  4  5 

Very 
Unsatisfied 

Unsatisfied  Neutral  Satisfied  Very Satisfied 
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Post-test Questionnaire 

The post-test questionnaires will be given to participants on digital forms.  

1. What did you enjoy the most about your experience with the website? 
______________________________________________________________________________
______________________________________________________________________________ 

2. What did you like least about the website? 
______________________________________________________________________________
______________________________________________________________________________ 

 

  Most 
Unlikely 

Unlikely  Neutral  Likely  Most Likely 

How likely are 
you to use the 

IKEA website to 
purchase items 

again? 

         

 
Would you 

recommend 
this website to 

your peers? 

         

 
 

3. Do you feel that the IKEA website appeals to you as a college student? 
a. Yes  

■ What appealed to you the most?_____________________________________ 
b. No 

 
 

4. Are there parts of the website that you found to be difficult? 
a. Yes 
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________________________________________________________________________
________________________________________________________________________ 

b. No  
 

 
5.  If I make a mistake, I feel like I will be able to recover easily and quickly. 

1  2  3  4  5 

Most 
Unlikely 

Unlikely  Neutral  Likely  Most Likely 
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Data Logging + Note Taking 
Error definition:  This includes pressing back button, hitting refresh (unless it is for task 2), 
adding items to a wrong list or not adding to the list, not using filters to pick products. 
The participants’ comments will be analyzed into categories later: positive, neutral and 
negative. 

Participant Name:________________ Observed/ Asked upon arrival Gender: ___________ 

Participant Session: ________________ 

Task 1:  Succeeded/Failed 

Observations: 

 

Frustration Points: 

 

Participants Comments (Count # of (+/-) comments): 

 

Start Time:_______ End Time:_______ 

Task Description  Succeed
/Failed 

# of Pages 
Traveled 

To 

# of 
Errors 

# of Times 
Asked For 

Help/ Assists 
Needed 

Error Types 

Start on the Home 
Page 

         

Find a large, black, 
circular table + 2 

chairs 

         

Purchase the Item           
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before putting 
down payment 

information 

Remove the item 
from the cart 

         

 

Task 2: Succeeded/Failed 

Observations: 

 

Frustration Points: 

 

Participants Comments (Count # of (+/-) comments): 

 

Start Time:_______ End Time:_______ 

Task Description  Succeed/
Failed 

# of Pages 
Traveled To 

# of 
Errors 

# of Times 
Asked For 

Help/ Assists 
Needed 

Error Types 

Take the steps that 
you think are 

needed in order to 
remove these items 

from your cart. 
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Task 3: Succeeded/Failed 

Observations: 

 

Frustration Points: 

 

Participants Comments 

 

Start Time:_______ End Time:_______ 

Task Description  Succeed/
Failed 

# of Pages 
Traveled To 

# of 
Errors 

# of Times 
Asked For 

Help/ Assists 
Needed 

Error Types 

Find/Select a sofa, 
coffee table, and 

one decoration of 
their choice, total 

under $500 

         

Check out before 
putting down 
payment and 

address 
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Task 4: Succeeded/Failed 

Observations: 

 

Frustration Points: 

 

Participants Comments 

 

Start Time:_______ End Time:_______ 

Task Description  Succeed/
Failed 

# of Pages 
Traveled To 

# of 
Errors 

# of Times 
Asked For 

Help/ Assists 
Needed 

Error Types 

Remove items from 
cart 
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Task 5: Succeeded/Failed 

Observations: 

 

Frustration Points: 

 

Participants Comments:  

 

Start Time:_______ End Time:_______ 

Task Description  Succeed/
Failed 

# of Pages 
Traveled To 

# of 
Errors 

# of Times 
Asked For 

Help/ Assists 
Needed 

Error Types 

Start on the Home 
Page 

         

Find a coupon that 
applies to the 

relevant products  

         

Apply the coupon            

Finish the purchase           

 

22 


