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Executive Summary 

Ecommerce shopping can be a 
great experience. It’s convenient, 
usually cheaper, and you get 
exactly what you want without 
leaving your house. But 
eCommerce design can also be 
bad, causing users a lot of pain 
points and negativity associated 
with the shopping platform. A 
bad UX increases by 70% the cart 
abandon rate when shopping 
online.  

During this customer journey, we 
will identify some of the 
common pain points in 
eCommerce design as well as 
some solutions to fix them. By 
the end of this eBook, you will 
have a mental model of how to 
create a great eCommerce 
shopping experience for your 
users to increase your sales. 

 

Introduction 

Ecommerce websites and APPS 
have a specific UX design based 
on mental models. A mental 
model in eCommerce is 
determined from all our previous 
online shopping experiences, 
and the standards or general 
trends applied to websites today 
like pop-ups with discounts or 
subscribe buttons to obtain 
notifications about offers. Our 
thinking process when buying 
online helps us understand and 
use digital and physical 
products. By understanding how 
people interact with online 
platforms, designers can create 
user-friendly designs that 
shoppers will be familiar with 
and comfortable using to buy. 

When we shop online, we don’t 
realize that each element of a 
successful online store’s layout 
is located according to mental 
models.  
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Imagine a user that has been 
navigating a shopping app to buy 
a pair of shoes and then find the 
perfect model. If the user intends 
to buy, he/she needs 
accessibility to “Add to bag”, 
“Contact us” or support assistant 
buttons located where the user 
will need to find them exactly to 
make a click and act. For 
example, a shopping cart will be 
visible in the right upper corner, 
if an eCommerce changes the 
location of the shopping bag to 
the bottom of the page or 
doesn’t make it visible, it means 
a bad user experience.  

 

In this eBook, you will learn the 
essential key points that will 
help your business design user-
friendly products in eCommerce 
following mental model 
structures that will help increase 
your online sales. Also, you will 
identify navigation pain points 
that make users abandon 
eCommerce and how to solve 
them.  

What is a mental model? 

Mental models are defined as 
the simplified representation of 
how something works in our 
minds. It is a brief summary of 
reality that helps us reason, plan 
& decide." In other words, they 
are the concepts, strategies, and 
thought processes that we use to 
help us make sense of our 
surroundings and make 
decisions. We all have mental 
models that we use every day, 
often without realizing it.  
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Regarding product design, 
mental models can be extremely 
helpful in ensuring that products 
are easy and intuitive for users to 
understand and use. Here are 
just a few examples of how 
mental models can be used in 
product design. 

 

How do Mental Models 
Help? 

 

A) Aid Navigation 

Mental models can aid 
navigation by helping users 
understand where they are in 
relation to the rest of the website 
or app. For instance, most 
website designs follow a similar 
layout: the header is at the top of 
the page, navigation links are 

typically located along the left or 
right side of the page, and the 
content is in the middle. This 
standard layout helps users 
easily navigate websites 
because they know where to find 
what they’re looking for.  

 

Designers can also use mental 
models to help shoppers 
understand how to navigate 
through a website or app by 
using different types of cues. For 
example, breadcrumb 
navigation—a navigational 
element that shows shoppers 
their current location on the 
home page—is often used on 
eCommerce websites. This 
navigation cue helps shoppers 
understand their location on the 
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site so they can easily backtrack 
if needed.  

B) Understand User 
Goals 

Designers need to understand 
what shoppers want to 
accomplish when they visit a 
website or use an app so they 
can design accordingly. For 
example, if someone is visiting 
an online store, their goal is likely 
to purchase an item (or items). 
Therefore, designers need to 
make sure that key elements 
such as the “Add to Cart” button 
are prominently displayed and 
easy for shoppers to find so they 
can accomplish their goals with 
ease. On the other hand, if 
someone is visiting an 
informational website, their goal 
might be to learn about a certain 
topic or find contact information 
for a company. In this case, 
designers need to make sure 
that content is well-organized 
and easy for visitors to find so 
they can accomplish their goals 
quickly and efficiently.  

C) Provide Feedback 

Designers need to provide 
feedback, so users know what 
actions they are taking while 
using a product. For example, 
when someone clicks on a 
button, developers need to make 
sure that something happens so 
users know that their action has 
been registered. This could be 
something as simple as a button 
changing color or appearing 
depressed when clicked. 
Similarly, when someone hovers 
over an element on a website or 
app, designers should consider 
providing some sort of feedback 
so users know what will happen 
if they click on it—will a 
dropdown menu appear? Will 
they be taken to another page? 
Will a pop-up box appear? By 
providing this type of feedback, 
designers can help reduce 
confusion and frustration for 
users.  

Types of pain points 
mental models solve in 
eCommerce 

When users are trying to 
purchase something, they want 
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to be able to understand the 
process and know what they 
need to do next to complete 
their purchase. However, many 
eCommerce sites are not 
designed with clarity in mind. 
They throw too much 
information at the user or don’t 
provide enough guidance, 
causing confusion and 
frustration. By addressing these 
pain points, you can ensure that 
your customers have a positive 
experience on your website— 
which means they're more likely 
to make a purchase. Investing in 
good eCommerce UX design is 
essential for any business that 
wants to succeed online. 

 

To fix pain points in eCommerce, 
it’s important to simplify the 
purchase process as much as 
possible. Don’t forget to use 

clear and concise language to 
explain each step of the process 
and provide visuals to guide the 
user through the journey. In 
addition, make sure that all the 
necessary information is readily 
available so that users don’t 
have to go digging for it. By 
solving the following main pain 
points in eCommerce UX design 
you will be able to increase your 
online sales. Let’s take a closer 
look at each one. 

1)  Searchability 

 

One o-f the most important 
things to consider when it comes 
to eCommerce UX design is 
searchability. After all, if your 
customers can't find what 
they're looking for on your 
website, they're not going to be 
happy—and they're not going to 
make a purchase. There are a 
few different things you can do 



 

7 
 

to improve searchability on your 
website:  

• Make sure that your search 
bar is prominently 
displayed on every page of 
your website 

• Ensure that your search 
results are relevant and 
accurate 

• Give customers the option 
to sort and filter their 
results 

• Make sure that product 
detail pages are easy to 
find and navigate  

Remember that trying to find 
what you’re looking for on an 
eCommerce site can be 
frustrating—especially if the 
search function is not well-
designed. Oftentimes, search 
results will be inaccurate or 
relevant items will be buried 
under a bunch of irrelevant 
results. This leads to wasted time 
and frustration on behalf of the 
user, which could ultimately lead 
them to abandon your site 
altogether in favor of a 
competitor.  

 You can avoid this problem by 
investing in good search 

software —such as Algolia or 
ElasticSearch —and making sure 
that your product catalog is 
properly tagged and 
categorized. This way, users can 
easily find what they’re looking 
for without having to sift through 
hundreds of irrelevant results.  

2) Filters and Sorting  

Another important aspect of 
eCommerce UX design is filters 
and sorting. Customers should 
be able to easily filter and sort 
products on your website so that 
they can find what they're 
looking for quickly and easily. 
Some things you can do to 
improve filters and sorting 
include:  

• Offering multiple filtering 
options on each page 

• Enabling customers to sort 
products by price, name, 
etc.  

• Making sure that the 
default sorting option is the 
one that will be most 
relevant to most customers 
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3)  Product Detail Pages  

Product detail pages are an 
important part of eCommerce UX 
design. After all, this is where 
customers will go to learn more 
about a specific product before 
making a purchase. As such, it's 
important to make sure that your 
product detail pages are well-
designed and informative. Some 
things you can do to improve 
your product detail pages 
include:  

• Including high-quality 
photos and videos  

• Providing detailed 
information about each 
product  

• Making it easy for 
customers to add products 
to their cart or Wishlist  

 

Another pain point when 
shopping online that is 
sometimes the items you receive 
is not as described or are of poor 
quality. This can be incredibly 
frustrating, especially if you were 
counting on that item to meet a 
specific need. To avoid this 
potential issue, be sure to do 
your research before making a 
purchase. Read reviews from 
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other customers and pay 
attention to any warning signs 
that may be present. If an item 
seems too good to be true, it 
probably is! It's also a good idea 
to familiarize yourself with a 
company's return policy before 
making a purchase so that you 
know what your options are if 
you do end up receiving a 
defective item. 

 

4)  Hidden Costs  

Another pain point that shoppers 
often run into is hidden costs. 
Nobody likes being surprised by 
additional fees after they’ve 
already committed to a 
purchase. This can often happen 
with shipping costs, taxes, or 
even return policies.  

To avoid a shopcalypse—the 
feeling of anger and betrayal 
shoppers get when they discover 
hidden costs—be upfront about 

all additional fees from the 
beginning. If possible, include 
these fees in the initial price 
quote so that there are no 
surprises later. This will build 
trust between you and the 
shopper and make for a much 
smoother transaction overall.  

5) Slow Loading Speeds  

We live in an age where we 
expect things to happen 
instantaneously—and that 
includes loading speeds when 
we’re shopping online. If an 
eCommerce site takes more than 
2-3 seconds to load, chances are 
that users will become impatient 
and leave before completing 
their purchase. In fact, 40% of 
people will abandon a website if 
it takes more than 3 seconds to 
load!  

There are a few things you can 
do to combat slow loading 
speeds: use responsive design, 
optimize images, streamline 
redirects, and minimize HTTP 
requests. By taking these steps, 
you can make sure that your site 
loads quickly and efficiently 
keeping users happy (and 
making sales).  
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By being aware of these pain 
points and taking steps to solve 
them, you can create a positive, 
seamless, and enjoyable 
shopping experience for all.  
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Thanks for reading! If you need 
support to start implementing 
mental models in your 
eCommerce, get in touch with us. 
Send us an email at 
info@agencystrive.com or visit 
our website 
https://www.agencystrive.com
/ 

 

Follow us:  

          

mailto:info@agencystrive.com
https://www.agencystrive.com/
https://www.agencystrive.com/
https://www.linkedin.com/company/uxstrive/
https://www.facebook.com/uxstrive
https://www.instagram.com/uxstrive/
https://twitter.com/uxstrive

