
 

Positive Findings 

 

1.  Shopping experience (Adding to bag) 

Forever 21 uses its mobile website for its application’s shopping experience.  Their 

website uses responsive web design, which means that it is optimized to visit over a 

range of devices from desktop to smartphone. The screenshots below showcase how 

the website responds to screen size (smartphone vs. desktop) and input method (touch 

vs. cursor).  The responsive design allows for the “Shopping cart” button to populate in 

the same area a customer would expect to see it on the website. The icon sizing and 

placement are intuitive to the user thereby making it a easy and quick task to complete 

on the mobile application.  
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2. Icons are intuitive  

Forever 21 uses a mixture of real world and common interface metaphors for it’s navigating 

toolkit. This allows users to recognize the functionality of each icon, and quickly become 

familiar with the application.  

 
 

3. Elements are not hidden beneath multiple screens.  

Forever 21 is designed so that all features of the application are accessible by one or 

two screens. Along with the real world metaphors, this allows the user to quickly scan 

the application and get to what they want. However, the application falters when the 

user begins to use the app. This is due to poor performance and lack of optimization.  
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Negative Findings 

 

1. General Findings consistent throughout all tasks 

 

❖  Tasks Explanation: Some issues were recurring and consistent throughout multiple 

tasks. Therefore, below are the issues that impacted all our tasks with the negative 

feedback and comments from our participants. As such, most of these findings should 

be treated as highly severe.  We found that the type of device (e.g. older device) 

increases these problems tremendously.  

 

❖  Participant’s Experience 

The overall user experience for this application caused moments of confusion and 

frustration for our participants. Throughout the entire process of going through all the 

tasks, our participants encountered issues where more than one participant 

demonstrated frustration with the speed of the application and unresponsiveness of 

elements on the app. One participant exclaimed, “Ahhh, I can’t go back… it’s so slow!”  

Another recurring issue was the sizing of elements throughout the application. A 

participant succinctly put it, “ The application didn’t look slick. Font sizes were weird 

and it looked like a rough draft.” 

 

❖  Task Findings  

 

Finding 1                                                              (Objective: Major usability flaws, number of taps required) 

There are overall issues with the application responsiveness and speed.  

Justification The slow speed of the application causes high frustration and dissatisfaction to 
the users. The application suppose to provide the users a quicker and simpler 
experience to the user than actually going to the store or website so users 
expect the application to run faster and make purchases quickly. They do not 
expect or want to have to wait for a single command to take more than 3 
seconds. 

Recommendation Make the speed of the application faster by optimizing it for all hardware.  

Severity Level  High 

Visuals  
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  Currently: Takes about 5 to 10 seconds for pages and features to load. 

                                                                 

 
(https://dribbble.com/shots/1689922-Side-Menu-Animation?1408428320) 

Recommendation: This is an example of how fast we recommend the responsiveness of the Forever 21 
Android mobile application should be at all times. 

https://dribbble.com/shots/1689922-Side-Menu-Animation?1408428320
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Finding 2                                                                (Objective: Major usability flaws, number of taps required) 

User inputs are unresponsive.  

Justification Once a button is clicked it does not immediately respond and complete the 
expected action. For example, once the scan button is clicked in the main 
menu, the application freezes. Sometimes the button successfully links to the 
scan tool while other times it doesn’t and once the application freezes, the user 
may click other buttons to get out of the frozen area of the app. Upon hitting 
other buttons, the application still not directed to the expected page.  

Recommendation It is critical to identify the cause of the button irresponsiveness. If the 
application is slow because the buttons are not created/linked properly, it 
would be important to either properly link those buttons. If the placement of 
hot spot on the tabs or the size of the tabs is an issue that should also be 
further studied and rectified.  

Severity Level  High 

Visuals 

 
Currently: This is the blank page that sometimes appears when the app 

 is processing a request to go to another page.  
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Recommendation: This expected pages should appear instantly after choosing (tapping)  

the appropriate buttons and tabs. 

 

 

Finding 3                                                                                  (Objective: Navigating to find Forever 21 store) 

Elements within the application do not scale properly or make best use of high resolution 

displays.  

Justification The lack of proper scaling makes elements  such as the bottom and upper toolkit 

harder to navigate. This creates small text which is hard to read and creates lots 

blank space that can be used for improved usability, most notably when 

searching for a store. This is also aesthetically unpleasant. New smartphones 

can offset some of the usability performance problems of the application, but 

with their higher resolution displays, this create a new usability problem.  

Recommendation The application must detect the resolution of the smartphone and elements 
(toolkits, font size and font type) accordingly. 

Severity Level  Medium  
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Visuals  

                        
 Currently: 
                   1440p Display             720p Display                                               640p Display 
  
 

   
  Recommendation :    
                    1440p Display              720p Display                                                 640p Display 
     
 

 

2. Task: Preparing an item for purchasing   
 

❖  Task Explanation: For this task, we asked participants to prepare the item that they’d 

already found for purchasing. In this task users we expected to add the item to their 

cart successfully. 

 

❖  Participant experience: Participants completed this task without difficulties. However, 

most of them didn’t notice the shop button at the bottom of the page. Most common 

issue that was observed was that male users had hard time finding clothing for men. 

And it’s because they didn’t notice the “shop” button so that they can search by gender. 
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"How do I shop for men in this app?!" "For some reason you have to scroll all the way 

down to get to shop to men which is stupid. There should be a really easy way" " just 

clicking around because the website moves slow and there is no options for men here" 

"this is annoying" "Why there is a shop page? oh... this makes more sense than home 

page! I should have came here at the first step." “There should be a hamburger 

dropdown menu on the homepage where you can select whether you want to shop for 

women or men’s clothing. The hamburger menu that opens up once you go to the shop 

section would be better placed on the homepage.” 

 

❖  Table: Level of difficulty for Purchasing (1 being Very Easy and 5 being Very Difficult) 

  

Participant Rating (1-5) 

P1 3 

P2 1 

P3 1 

P4 1 

P5 1 

P6 1 

 

❖  Data Description: 

●  All participants but one rated the purchasing task as being very easy. one 

participant rated moderate for this task. The participant thought the “Continue 

shopping” tab took a long time to work which made the user frustrated. 
 

❖  Findings: 

Finding 4                                                  (Objective: Navigating to shop and buy, number of screens required) 

We found that 3 out of 6 participants completed the task with 5 taps. One participant completed the 
task with 3 taps and two other participants completed the task with 7 and 9 taps. On average, 
participants completed their tasks with 3 screens.Thus, the placement of the menu is not clear or 
intuitive to the user and the “Shop” button in the menu is not very accessible to the user through the 
application. 

Justification Participants expected the application to automatically open up to the shop 
section of the application since that is the primary function of the mobile 
application. The unintuitive placement of the menu causes users to click on the 
wrong buttons until they finally locate the “shopping” button. The amount of 
time spent on attempting to find what they are looking for wastes the user’s time 
and requires them to to spend more time inspecting the app for what they’re 
looking for by either having to scroll or tap through the application more than 
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needed. 

Recommendation Make the “Home” page, “Shop” page and remove the bottom menu bar. Put a 
searching space at the top of the “home” page. 
 

Severity Level Medium 

Visuals 

   
                                                    
                                                  Currently                                                                 Recommendation 

 

 

Finding 5                                                                                              (Objective: Navigating to shop and buy) 

Home page of application offers limited space for shopping and searching 

Justification Forever 21 is a clothing store, and most users will access the application to shop. 

However, the user must go through  various screens to access the main feature 

of the application to like search for products and shop. 

Recommendation Our recommendation supported by user feedback is to introduce a hamburger 
menu that links directly to different areas of the shop section on the homepage.  

Severity Level  Medium 
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Visuals 

 
       Currently           

                                                  
Recommendation 

 

3. Task: Scan Barcode Findings 
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❖  Task Explanation: For this task, we asked our participants to scan a Forever 21 price tag 

with the built-in scan feature of the application. Scanning the price tag should allow the 

user to find it on the online store, read reviews, and share via social media. 

 

❖  Participant experience: While conducting the tasks, our participants were not sure if 

the application was scanning, if the tag was framed properly, or if the application was 

working at all. Participant said, “Come on! Focus!” when the application was slow to 

respond. Participant 6 refused to complete the task and said, “I would never use this. 

Why would I scan an item I found in the store already to check to check the online 

inventory?” 

 

❖  Table: Level of difficulty for scan barcode (1 being Very Easy and 5 being Very 
Difficult)  

 

Participan
t 

Rating (1-5) 

P1 5 

P2 4 

P3 4 

P4 4 

P5 5 

P6 1 

 

❖  Data Description:  

●  4 out of 6 participants took less than 3 taps and 2 screens during this task. 

●  Half of the participants were able to complete the task successfully.  

●  Two of the participants that were unsuccessfully in completing the task took 5 

and 9 taps respectively.  

●  The remaining unsuccessful participant refused to complete the task, because 

she did not believe it was something she would ever use.  

●  Aside from the user that refused to complete the task, all of the participants 

rated the difficult level for this task as difficult or very difficult.  

 

 

 

❖  Task Findings  

 

Finding 6                                                    (Objective: Impedes users from purchasing/searching for an item) 

There is no system feedback when scanning a barcode.  
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Justification While scanning a barcode, the user has no feedback on whether the position of 
the barcode is correct or that the application is scanning. The user wastes time 
holding and fiddling around with the camera to see if they are doing it correctly. 
The user can also manually enter the barcode, and may decide to do that rather 
than attempt to scan the barcode.  

Recommendation Have the borders of the camera frame light up green when the barcode is 
properly positioned and scanned.  

Severity Level High 

Visuals  

                
                                     
                                          Currently                                                                                 Recommendation 

 

 

4. Task: Sharing an item on social media 
❖  Task Explanation: We asked our participants to share the item that they like in the 

Forever 21 app on their social media account.  

 

❖  Participant experience: During this task some of the participants were struggling to 

remember their passwords on social media. The application does not link to social 

media websites successfully. It took lots of taps for most of the participants to share 

the item because they had to sign in to their account and get out of the app 

completely. Participants were not sure if they posted on their social media successfully 

because there was no feedback from the app. They had to go forth and back between 

their social media account and the app several times. One participant said, "There is no 
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visible way to know on the page that you've posted." Another one exclaimed, "It's 

freaky twitter opens inside this app... ahh I can't go back...it's so slow!" 

 

❖  Table: Level of difficulty for Social media (1 being Very Easy and 5 being Very Difficult) 

 

Participant Rating (1-5) 

P1 5 

P2 3 

P3 3 

P4 3 

P5 3 

P6 1 

 

 

❖  Data Description 

None of the participants completed the task successfully. The task was considered 

successful if the users could see the shared item on their social media. While some 

of the participants believed they have completed the task successfully (there is no 

feedback if the item has been shared or not), they all realized that the item had not 

been shared after checking their social media page. Therefore, the task was 

considered as incomplete for all the participants. Although participants were not 

able to complete the task, all but one thought this task was moderate.  One 

participant mentioned it was a very easy task, because the process of getting to the 

share screen and logging in was easy; it was a system error that caused the post to 

not register on her social media site.  

 

❖  Findings 

 

Finding 7                                  (Objective: Usability flaws impede users from sharing item, number of screens and taps required) 

There is no feedback when user taps on sharing icon and there are lots of steps to connect to 
social media websites. 

Justification Sharing on social media should not take the user a lot of time or steps to 
complete this task. The application’s lack of system status creates 
uncertainty for the user when they attempt to share. As a result, the user 
may turn to alternative methods to share.  

Recommendation Fix the functional problems related to connecting to social media 
websites. Provide feedback when user has posted on their page 
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successfully.  

Severity Level Low 

Visuals 

   
                 
                                     Currently                                                        Recommendation 

 

5. Task: Locating a Forever 21 Store   
❖  Task Explanation: We asked our participants to use the Forever 21 application to find a 

store location near them.  

 

❖  Participant experience: Participants were able to easily locate where to search for the 

nearest Forever 21 location. However, it was confusing for them to see two different 

“locator” buttons on the application. The application’s top most locator button takes 

the participant to a page that automatically populates nearby stores based on your 

current location if location services are on. Participants were confused by the ordering 

of store locations and said things like, “Why doesn’t it put it [the locations] in order?” 

and "Why isn't Michigan Ave listed? It's the second closest... it's not listed by distance... 

hmm I wonder how it’s sorted?".  

 

❖  Table: Level of difficulty for locating a Forever 21 Store (1 being Very Easy and 5 being 

Very Difficult) 

 

Participant Rating (1-5) 
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P1 5 

P2 4 

P3 4 

P4 4 

P5 3 

P6 1 

 

 

❖  Data Description:  

●  Two of the six participants took over 20 screen taps and over 6 separate screens 

to finally find the closest location of a Forever 21 to them.  

●  Only one participant was able to complete the task successfully and as expected 

with just one tap and one screen with the application displaying the top result 

as the store in closest proximity to her. 

●   All but one participant encountered an error while trying to complete this task.  

 

❖  Findings: 

  

Finding 8                                                                                                     (Objective: Application Navigation) 

There are two “map” or “location services” buttons on the application.  

Justification Having two buttons for location services on the application creates 
confusion and difficulty in learnability since there are two paths to do the 
same kind of task. Also, the two separate location services buttons have 
different features from each other as they do not link to the same page.  

Recommendation For the time being, since the Forever 21 app simply opens up the Forever 
21 website inside the application, which causes there to be two location 
services options on the app,  make the application’s location services 
button link to the same page as the location services on the website.  

Severity Level Medium 
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Visuals 

 
 

Currently  
 

 
 

Recommendation  

 

 

Finding 9                                              (Objective: Usability flaws impede users from finding Forever 21 store)         

The location services button to find the nearest Forever 21 store does not generate results in 
order of proximity. There is no logic to the order of results.  

Justification Since the location services button automatically populates results based 
on your current location, users expect to see a list of store locations by 
distance (closest to furthest) to their current location. By not having the 
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store locations list out in nearest distance order, it could potentially make 
users believe that there aren’t Forever 21 locations in their vicinity. This 
could in turn make locations lose in person traffic because shoppers are 
not aware of the locations nearest to them. 

Recommendation Our recommendation would be to populate the results in order of 
proximity regardless if the application bases it off current GPS location or 
zip code.  

Severity Level Medium 

Visuals 

 
 

Currently: The locations are listed at random .  
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Recommendation: The Forever 21 locations include the distance  

from the user’s location and are ordered from the closest to furthest distances. 

 

 

Finding 10                                           (Objective: Usability flaws impede users from finding Forever 21 store)         

Store Locator: The store icons under the map view do not contain useful contact information. 

Justification The app currently only shows the store name when viewing the map. This 
causes the user to have to move to a separate screen for store 
information (hours, address, phone number). If a user is comparing the 
hours of a few stores, they must switch back and forth between the two 
screens, and leads to wasted time and effort. The listed view should be an 
alternative, rather than a requirement to find store information.  

Recommendation Populate the store pins on the map with store information.  

Severity Level Medium 
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Visuals 

  
Currently: Icons only displays only the store name. 
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Recommendation: Add Forever 21 location and  

options to call or get step by step directions.  

 

 

Finding 11                                          (Objective: Usability flaws impede users from finding Forever 21 store)         

The “Store Locator” tool does not open to the map view. 

Justification Since the list of stores the application populates is not sorted by distance, 
the map view is more helpful for the user to determine the closest store. 
Other mapping applications and competitors show the map view first. This 
gives the user a visual and spatial reference to find their store 

Recommendation Have the store locator default to the map view 

Severity Level Low 
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Visuals 

 
Currently: Defaults to this page. 

 

 
Recommendation: Default to this page automatically when map icon is tapped. 
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6. Overall Experience & Satisfaction   
❖  Explanation: We asked our participants rank their satisfaction with the Forever 21 

application on a Likert scale from Very Unsatisfied to Very Satisfied.  

 

❖  Table: My level of satisfaction navigating the Forever 21 application was: 

 

 
Participant 

 
Very satisfied- very unsatisfied  

P1 Unsatisfied 

P2 Unsatisfied 

P3 Unsatisfied 

P4 Unsatisfied 

P5 Satisfied 

P6 Neither satisfied or unsatisfied  

 

❖  Data Description: Out of six participants only one participant was satisfied with their 

overall experience navigating the Forever 21 application. The participant was happy 

with the shopping experience on the application, and was able to quickly add the dress 

to her bag. It should be noted that the same participant also struggled the most trying 

to find the shop page of the application.  

 

 

 


