
ONLINE SHOPPING FRUSTRATIONS1
1.	 Products not as pictured-4

2.	 Poor description on products-4  

3.	 Loading time-3

4.	 Bad mapping, unable to find what I 
want-3  

5.	 Register required to make a purchase-3

6.	 No universal password-3  

7.	 Failure to state the price immediately-2

8.	 Extra charges for shipping,-2

9.	 Too many advertisements-2  

10.	Websites sells to customers email 
address, discount information.-2

11.	Too many pop ups windows-2  

12.	ex: Nike- sustainable products-No 
product matches for you search.-2

13.	Misleading descriptions-2

14.	Out of stock.-2

COMMON THEMESWHAT WE HEARD...

“I hate not knowing how much 
shipping charges are going to 
affect my final cost.”

“(i hate) having to log in to create a 
cart (sometimes I just want to have 
an idea of what I’m spending)”

“being limited to 10 thumbnails 
per page (thats 50 pages I have to 
navigate!?!), any site that forces 
you to do anything other than pay”

“I hate clicking to “enlarge” a 
picture, only to find that it doesn’t 
enlarge, or that the image is still 
too small to get a good idea of the 
product.”



WHAT DO YOU LOOK FOR IN ONLINE RETAILERS?1
1.	 Navigation design

2.	 Free or reduced shipping costs  

3.	 Knowing Shipping costs ahead of time

4.	 Detailed information on products and 
multiple view options.

5.	 Ability to get as much information and 
better feel for the products.

6.	 Easy returns

7.	 I don’ t have to log in to add stuff to my 
cart or use certain features

8.	 Showing only things that are in stock.

9.	 Flexible searching and sorting features.

DESIGN OPPORTUNITIESWHAT WE HEARD...

“Simple, intuitive navigation and 
checkout. Search and sort features. 
Shortish links that I can share. 
Paypal support. Make it quick and 
easy.”

“Quick and easy log in, painless 
return policy, broad and narrow 
search functionality, quick and 
inexpensive delivery.”

“PayPal.  Free shipping.  Reliable 
shopping cart. Sufficient product 
information so I know what 
I’m buying.  Reviews by other 
shoppers. ”

“Virtual models, product rotation, 
more shipping options (ie. UPS, 
FedEx, and/or USPS rather than 
just one with day options.  Keep 
the packaging simple to keep 
freight costs down and not be so 
wasteful!”



COMPETITORS2



*	Free shipping.

*	Multiple views of products / 360 degree views.

*	Save searches / create personal projects.

*	Customized searches based on contextual criteria.

*	Review click-through history.

*	Ability to compare multiple items.

*	Allow for quick views of product by rolling over.

*	Show products in context.

*	Easy returns.

*	Large bright images / color coordinating.

*	Buy online / Pick up in store.

*	Changing slide show images.

*	Clearly listed categories.

*	Multiple ways to shop (by room, occasion, fit).

RIGHT

*	Small images.

*	Too many choices in each category.

*	Free shipping only if you spend $50 or more.

*	Navigates you away from your current page when 
you add stuff to the cart.

WRONG
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RETAIL SITE INNOVATORS3



IKEA

*	Explore the stories behind product designs.

*	Explore rooms and get info on products in room by rolling 
over them.

H&M

*	Design your own virtual model and closet.

*	Explore their online magazine, choose pieces, save to 
closet, print out and take itemized list to store.

FREITAG

*	Design your own bag from various tarps.

CHAMPION SPORTS

*	Hoodieremix: Design your own hoodies.

CICATRIZ CLOTHING

*	 Integrate video to display clothes.

QBIC Online Store

*	Experience and ‘feel’paper by looking at its use by other 
artists.
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TECHNOLOGY / WEB DESIGN / CODING5


