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EXECUTIVE SUMMARY
• The search feature on the website did not function properly.        

It needs to be fixed as soon as possible.
• The registration feature was limiting participants to use only a few 

platforms and did not function properly which caused reluctance 
in participants making account on the website. It needs to be fixed 
as soon as possible.

• The sale item page works properly and users were able to find 
the sale items in a timely manner.

• Customer service page were easy to find and managed to provide 
users with the anwers they needed.



1. Can users find an item on the website using the name 
and the image of the item?

2. Can users get the site to record their order history and 
remember their next visit?

3. Can users find the most affordable item for a specific 
category on the website?

4. Can users find help about the problem regarding their 
order?

The purpose of this usability test on the desktop version of 
McFarlane store website is to answer the following questions:

OBJECTIVES



PARTICIPANTS OVERVIEW

1. Participants are mixed of males and females.
2. Participants must be between 18 to 55 years old, preferably 

between 18 to 34 years old.
3. Participants must use a computer (desktop/laptop) at least 2 

hours a week
4. Participants must access the internet at least 2 hours a week.
5. Participants have done at least 1 online shopping transaction 

in the last 6 months
6. Participants must be familiar with at least one of these sport 

leagues (NBA/NFL/NHL/MLB)

• 3 participant will be recruited
• additional 3 more participants will be recruited online 

for further study on task 1 via usertesting.com



METHODOLOGY
• Traditional Usability Testing 
• Remote Unmoderated testing via usertesting.com



TASK 1
• You saw a LeBron James McFarlane NBA Action figure from    

McFarlane and you would like to find out the information about 
the item (which series it is from, how much it is, and whether it is 
still available to be purchased  online at McFarlane store website)

( image of the item will be printed and shown to the traditional 
usability test participants or the link to the image will be given 
for the remote unmoderated test participants)

*see item image on Appendice



FINDINGS
TASK 1

All participants were able to locate 
the search bar and used it as the first option



FINDINGS
TASK 1

The search button did not display any item
with the same name as the one participant 
search, which caused confusion.



FINDINGS
TASK 1

Most participant tried retyping the keyword “Leb-
ron James” or use a part of the name “Lebron”, 
yet  the search resulted in nothing, which caused
frustration on some of the participants



FINDINGS
TASK 1

Most participants used team categoories 
under the NBA menu to search for Lebron’s 
team, which is Cleveland Cavaliers.
Participants were able to find and use this 
feature easily.



FINDINGS
TASK 1

Some participants were able to locate and 
identify the Lebron James figurine they 
were asked to find. Some participants 
were looking at this page thoroughly, yet 
they concluded that the Lebron James 
figurine they were asked to find was not 
on this page



EXPECTATION MEASURE
TASK 1 

Participant Expectation 
Rating

Experience 
Rating

P1 6 2

P2 5 2

P3 5 1

P4 6 1

P5 7 1

P6 7 2

Average 6 1.5

The participant’s average expectation rating was significantly higher than the participant’s 
average experiece rating. It means that the registration feature DOES NOT WORK 
PROPERLY and NEEDS TO BE FIXED AS SOON AS POSSIBLE



RECOMMENDATIONS
TASK 1

Search bar should 
display all the products 
related to the keyword 
that the user types, 
regarding the availability 
of the items



RECOMMENDATIONS
TASK 1

The images displayed as 
thumbnails of the items 
should be consistent, to avoid 
confusion from the website 
users, thinking that it is not 
the same kind of product.
For example, people might 
think the product displayed in 
a square image as a poster, not 
a figurine



TASK 2
• You start to think about buying something from the site, yet you 

want the site to be able to recognize you on your next visit and 
record your order history.



FINDINGS
TASK 2

All participants were able to locate 
“Register” button quickly.



FINDINGS
TASK 2

Some participants got discouraged from 
creating an account because of limited 
choice of platform that can be used to 
register and the inability to create an
account directly using Mc Farlane website.



FINDINGS
TASK 2

Some participants wanted to use their
Facebook account to register to McFarlane’s 
store, yet everytime they clicked the 
Facebbok button, an error message popped up.



EXPECTATION MEASURE
TASK 2

Participant Expectation 
Rating

Experience 
Rating

P1 6 2

P2 5 2

P3 5 1

Average 5.3 1.7

The participant’s average expectation rating was significantly higher than the participant’s 
average experiece rating. It means that the registration feature DOES NOT WORK 
PROPERLY and NEEDS TO BE FIXED AS SOON AS POSSIBLE



RECOMMENDATIONS
TASK 2

Provide more signing 
up option using more 
common account such 
as Gmail, or enable 
users to register and 
create account directly 
using McFarlane store 
website



TASK 3
• Your dad is a big baseball fan and you would like to buy him a 

baseball player action figure for his birthday. However, you are 
currently in a tight financial situation, so you are going to buy 
him the most affordable baseball action figure available at the 
McFarlane store website.  



FINDINGS
TASK 3

Some participants were able to locate 
MLB Sale quickly from the MLB menu



FINDINGS
TASK 3

Some participants clicked the MLB 
menu directly, then quickly find the MLB 
sale button on the side bar

Some participants were not sure if the 
items displayed were the cheapest, since 
they can’t search the item based on price.



EXPECTATION MEASURE
TASK 3

Participant Expectation 
Rating

Experience 
Rating

P1 6 3

P2 4 3

P3 3 6

Average 4.3 4

The participant’s average expectation rating was almost identical with 
the participant’s average experiece rating.



RECOMMENDATIONS
TASK 3

Add a new filter 
by price to the 
sidebar, which 
enables users to 
find items ac-
cording to their 
budget



TASK 4
• You ordered an action figure from the McFarlane store website, 

but the item arrived in damaged condition. You want to return 
the item and contact McFarlane to ask for a full refund. 



FINDINGS

Customer Service button was very 
visible and located easily by all 
participants.

TASK 4



FINDINGS
TASK 4

All participants were able to find the customer 
service e-mail, and majority of the particpant 
found it the moment they opened the
customer service page.

All participants were able 
to locate the return policy 
quickly



EXPECTATION MEASURE
TASK 4

Participant Expectation 
Rating

Experience 
Rating

P1 4 4

P2 4 1

P3 4 6

Average 4 3.7

The participant’s average expectation rating was almost identical with 
the participant’s average experiece rating.



RECOMMENDATIONS
TASK 4

Frequently 
Asked 
Questions 
section can 
be added on 
this side bar, 
and the
questions 
can be
filtered using 
category, 
such as 
“Payment” or 
“Returns”



NET PROMOTER SCORE
On scale 1-10, with 10 being the most likely, how likely would 
you recommend this website to other people who want to 
purchase McFarlane figurines online?

Participant Answer Result
P1 7 Passiver
P2 2 Detractor
P3 4 Detractor
P4 3 Detractor
P5 4 Detractor
P6 6 Detractor

NPS = 0% - 86% = -86%



APPENDICE

PARTICIPANTS LIST
Partici-
pant

Name Gender Age Country Task nvolved

P1 Melvin M 20 United States 1,2,3,4

P2 Evan M 23 United States 1,2,3,4

P3 Mirandy F 24 United States 1,2,3,4

P4 Hailey F 20 United States 1

P5 Fransisca F 25 Germany 1

P6 Turvey M 47 United Kingdom 1



POST-TEST QUESTIONNAIRES

Participant Q1 Q2 3 Aspects that 
you like

3 aspects that you dis-
like 

What could have been 
changed?

P1 7 7 • Eye catching
• Item variations

• A lot of sold out 
items

• Information doesn’t 
show until you click 
on the item thumb-
nail

• Can’t save cart

• Item thumbnails are too 
small

P2 3 2 • Logo can direct 
you to home 
page

• Menu and    
sectioning 
based on league

• Search bar
• Hard to create       

account
• Navigation after 

selecting the league 
is hard

• Add more filter to find 
product

Q1: On scale 1-10, with 10 being the most positive, how do you rate your overall experience 
with the desktop version of McFarlane website?

Q2: On scale 1-10, with 10 being the most likely, how likely would you recommend this web-
site to other people who want to purchase McFarlane figurines online?



Participant Q1 Q2 3 Aspects that 
you like

3 aspects that you dis-
like 

What could have been 
changed?

P3 5 4 • Website banner 
eye catching

• Categories 
based on sports

• Customer    
service

• Search bar
• Not too many filter 

available

• More new items
• Make it easier to register
• Add more filter to find 

item

P4 5 2 x x • Better index
• Better category

P5 6 4 x x • Make search feature more 
inclusive

P6 6 6 x x • Fix search function

POST-TEST QUESTIONNAIRES



LEBRON JAMES
NBA MC FARLANE
ACTION FIGURE

( FOR TASK 1)



MCFARLANE TOYS STORE HOME PAGE



MCFARLANE TOYS STORE 
CUSTOMER SERVICE PAGE



MCFARLANE TOYS STORE 
MLB SALE PAGE


