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Executive Summary  
 
User experience is all around us. We experience it on every website we stumble upon. Every 
time we shop online, we are experiencing it. 
 
User experience designers go through a long process before they launch a site. Their designs go 
through many usability tests to make sure users have a positive experience with the site. These 
tests help designers identify problems with the site, and they receive feedback. They then 
return to the design stage and redesign the feature that is the problem. They continue to do 
this process until everyone is satisfied with the site, and then they launch. 
 
A way to explain this process is to carry out a test ourselves. Carrying out the user-testing 
analysis, we used four different cosmetics sites, where we asked the seven volunteers to search 
for red lipstick and give us feedback on four dimensions of the website. Those dimensions are 
appearance, credibility, loyalty, and usability. After we received the feedback, we created a 
wireframe design that incorporated their opinions. 
 
At the end of this article, you should be walking away with an understanding of how user 
experience designers test their designs and create a positive experience for the user, and what 
exactly user experience is. 
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Introduction  
2.05 billion people shop online every year, which is 26% of the world's population. Online 
shopping is a global trend that never ended. Over 63% of all shopping journeys start online 
because people Google the item before they leave the house. Understanding how websites 
keep customers and how customers choose the sites they shop from is all about understanding 
User Experience. The term user experience is an umbrella for various topics, but when it comes 
to online shopping and e-commerce, it's all about user experience design. (Mohsin, Maryam) 
 

User Experience   
User experience, also known as UX, focuses on understanding users, what they want, value, 
need, their abilities, and their limitations. The core of user experience is useful, usable, 
desirable, valuable, findable, accessible, and credible. User experience design is an umbrella 
that includes many disciplines. These disciplines include interactive design, visual design, 
usability, information architecture, and human-computer interaction. UX design is an "approach 
to design that takes the user into account," said John Amir-Abbassi, a User Experience 
Researcher at Facebook. (“What is UX Design? 15 User Experience Design Experts Weigh In.”) 
 
User experience designers must pay attention to the why, what, and how of the product. User 
experience fulfills the needs of the user, UX aims to provide a positive experience that keeps 
users loyal to the product or brand.   
 
"No product is an island. A product is more than a product. It is a cohesive, integrated set of 
experiences. Think through all the stages of a product or service – from initial intentions 
through final reflections, from the first usage to help, service, and maintenance. Make them all 
work together seamlessly." -- Don Normal, inventor of the term 'user experience.'   

 
UX designers use a user-centered design process, which is where designers "take the 
understanding of the users and their context as a starting point for all design and 
development." Designers work in a user-centric cycle because they need to focus on making the 
user have the best experience possible.   
 
The tasks may vary significantly; however, designers must always be the users' advocate and 
keep the users' needs at the center of all design and development efforts.   
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To continue to achieve successful, positive experiences for users' designers need to solve 
problems that users might come across. They have a specific way of solving these problems, 
which include taking the time to accurately define the persona, issue, strategy, objective, and 
features.   
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Continuing to solve problems and keeping users from having a bad experience creates brand 
loyalty, which is UX's most significant benefit. Brands want customers to return to their 
websites, and that only happens through UX. UX attracts new and old customers, drawing all 
these customers increases word of mouth referrals.   
 

Cosmetics   
Cosmetics is a global industry worth approximately $532 billion. The cosmetics industry is very 
similar to the media industry. The media industry has six conglomerates that control almost all 
of the media. In comparison, the cosmetics industry has seven conglomerates. 182 brands are 
under these seven conglomerates, but there are many more brands that aren't under this 
umbrella. There is a lot of competition within this industry, which is why user experience is so 
relevant. UX designers need to keep customers loyal, and with a lousy experience, customers 
will move on to the next brand. 
 

User Testing  
User testing is one of the many ways for designers to test their product before launching.  
This project will perform user testing to identify an element in cosmetics websites that give 
users’ a bad experience. Four websites will be used for this test, Sephora.com, Ulta.com, 
Colourpop.com, and BH Cosmetics.com. 

 
 
Seven women were interviewed and asked 
to search for red lipsticks utilizing the filter 
options to experience the site and give 
feedback. They had to provide input on 
four dimensions, appearance, credibility, 
loyalty, and usability. These dimensions are 
the factors that cause a user to come back 
to a site. If UX designers cannot successfully 
achieve positive feedback about these four 
dimensions, then the brand loses 
customers.   
 
Starting with appearance:   
Large, high-resolution images and bold 
colors make a beauty website attractive.  
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Sephora: "I like it; I love the black and white; it's super simple." 
Colourpop: "The home page has images of the looks created with their products and 
they look so amazing that I wanted to look through all the products so that I could 
create stuff like that."  
Colourpop: "The colors really gravitated me to want to see more." 

 
Cluttered and distracting designs make an unattractive cosmetics site.  
 

BH Cosmetics: "The home page felt childish and distracting." 
BH Cosmetics: "Doesn't look professional."  
Ulta: "I wasn't sure where to look first, there was a lot happening at once." 

 
Designers want to avoid graphics that are overwhelming on the home page. They also want to 
make sure the design is appropriate sizes for the screens the users are on.   

 
(Colourpop homepage on the left, BH Cosmetics homepage on the right)  
 
The second dimension is credibility:  
A credible site is when users feel comfortable purchasing and conducting business with this site. 
If the site is slow and has ads or pop-ups, users are less likely to trust the site.   
 

BH Cosmetics: "Their products and packaging look kind of cheap, I don't know if I'd trust 
it."  
Sephora: "It looks professional, and I didn't have any pop-ups or ads, and it was the 
exact speed I wanted."  

 
The third dimension is loyalty:  
A successful UX designer creates a site that keeps customers wanting to come back and 
recommend that site to friends and family.   
 

Colourpop: "I found everything super easy and I wasn't overwhelmed."  
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Sephora: "I found everything I was looking for and the filter option did exactly what I 
wanted it to."  

 
An unsuccessful designer creates a site that makes the products hard to find or makes the site 
confusing.   
 

Ulta: "The filter option was confusing, and I didn't like where it was located." 
BH Cosmetics: "I wouldn't come back unless someone recommended a product to me."  
Bh Cosmetics: "I wasn't able to use the quick fill feature when checking out, and the 
frustrated me."  

 

 
 
(Sephora lipstick page on the left, Ulta lipstick page on the right) 
 
Finally, the last dimension is usability:  
Usability is the biggest challenge for any UX designer. A website is easy to use when its ability to 
filter and sort is right; the speed and the ease of use.   
 

Sephora: "The filter was amazing, I found everything super easy and in my price range."  
Colourpop: "It was easy, and I like how they split all their products into separate 
categories."  
Ulta: "I like the shortcuts to getting too specific products."  

 
A negative experience for a user can be due to bad usability.   
 

Ulta: "I didn't like the filter feature because it looked very cluttered and it made it seem 
like the website didn't have enough space for it."  
BH Cosmetics: 'The menu at the top would disappear the moment I moved my curser. 
There were times I accidentally moved my cursor, and the whole menu went away, so I 
had to redo the selection which was annoying."  
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At the end of this test, a majority of the women did not appreciate the layout of Ulta’s filter 
feature. They believed the layout was cluttered and was on top of each other. One user said it 
was as if that feature was an after-thought. Below is the Lipstick page on the Ulta site, where 
you see the filter feature, but none of the products.  
 
 

 

 
 
 
 
 
 
 
 
 
 
 
 
This feedback would help a designer create a better filter layout that users would not get 
frustrated. Below is a wireframe design of the Ulta website with a new filter feature. This new 
filter is at the top of the page where you use your cursor to scroll over the word you want to 
filter, and a drop-down menu appears. This design takes up a minimum amount of space, so 
when you open up this page, you can already see some of the products instead of having to 
scroll like in the actual website, which you can see above. The wireframe below is one example 
of how user experience designers could rearrange the way the site looks. It took into account all 
of the feedback given, and the next stage would be to do user testing on this page to see if it 
passes all of the tests before it’s launched. 
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Conclusion  
User experience designers need to understand how to create a positive experience for the user. 
The interviews above were to determine if the four websites had designers that were able to 
reach that goal. Designers make their websites go through a series of tests before launching to 
discover any problems or unsatisfactory pieces of their site.  
 
UX designers utilize these tests to eliminate any reasons that users might have to choose 
another site instead of theirs. The user-testing performed for the research above is how UX 
designers do it as well. The study shows us what customers want and what would make them 
loyal to the brand.  
 
Every user has a different experience on every site, but it's the UX designer's job to make sure 
the majority of users have a positive experience. The four sites used in the user-testing had 
both positive and negative reviews. There was not a single website that only had positive or 
negative feedback.  
 
The purpose of this project was to show you, the reader, what UX is, how designers overcome 
problems and show you that every experience you have on a site is designed to be a good one. 
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