
USER TESTING 

INTRODUCTION 

Usability testing is a way to see how easy something is to use by having real users test 

the service or product. Usability tests evaluate the ease of use. The advantages of using 

usability testing include receiving direct feedback from the target audience to focus the 

project team, internal debates can be resolved by testing the issue to see how users react 

to the different options being discussed and lastly, issues and potential problems are 

highlighted before the product or service is launched.  

Klarna.com provides online consumers with payment plans. Klarna offers direct payments, 

pay after delivery options, and installment plans. Klarna is a shopping website that has 

over 200,000 merchants.  

Participants will be asked to participate in a usability test. They will be asked to complete 

five routine tasks. Zoom was used to record participant’s that needed to be test via the 

computer, while other individuals were recorded using a recorder.  

Participants are asked basic background questions before testing, to get a better 

understanding of the participant and who they are before the test begins. All feedback 

and notes are recorded as the participants partake in the test. Participants will be asked 

for feedback throughout testing and afterwards.  

METHODOLOGY 

SESSIONS:  

The participants were selected from friends. They have never used the Klarna website. 

Each participant was briefed about the session and told their voice and computer screen 

would be recorded. At the beginning of each session the participants were briefed and 

told they would be voice recorded.  

Participants were told, in detail, how the session would run. It was explained that every 

task would start from the home page, and that they would be asked several questions 

before and after each task.  

The participants were reminded that they were helping us test whether or not the website 

is functioning the way we want it to. This wasn’t to test their ability. Verbal consent was 

given for recording, participating and users their results for this project.  

Each participant was asked a few background questions (Tasks/Scenarios) to make them 

more comfortable with the test. Then they completed the five tasks (Tasks/Scenarios). 



The participants were asked to think out loud as they navigated the site to complete tasks. 

After each task was completed, they were asked for feedback.  

 

PARTICIPANTS:  

The three participants are all from different stages in life. Participant 1 is a 22-year-old 

male, recently graduated college and looking for a job. He spends a lot of time on his 

computer, searching for jobs and watching YouTube videos. Participant 2 is a 58-year-

old female, recently retired and likes to spend time outdoors. She only uses her computer 

for emails and streaming services. Participant 3 is a 25-year-old female, who works full 

time as an art teacher and doesn’t spend that much time on her computer. Overall, all 

three participants spend between 5-10 hours a week on the internet shopping. None of 

these participants have ever used the website and Participant 2 didn’t know what it was.  

 

TASKS/SCENARIOS  

 

Background Questions: 

1. What is your occupation? 
2. What do you use the internet for the most? (i.e. shopping, games, YouTube)  
3. How often do you shop online? 
4. What websites do you use the most online? 
5. Do you use your phone or laptop to shop online?  

Task List  

1. Your brother has a birthday soon and you would like to get him a brand-new pair 
of headphones from Bose. Find out if this store participates in Klarna.  

2. You are a business representative that would like to partner up with Klarna. Find 
out how to do that.  

3. You want to buy a pair of shoes, but you are not sure if you can return them. Find 
out what the return policy is.  

4. You want to buy makeup from Colourpop with Klarna, but they are not partnered. 
Find out how to use a one-time use card.  

5. You are a merchant of Klarna’s, and you were told you were part of the 
“Merchant Spotlight”. Find out where Klarna posts their articles.  

 

 

 

RESULTS  



All participants were able to complete all five tasks. Two participants struggled with task 

4, while the last participant struggled with task 5. Although all participants completed the 

tasks it took participant 2 the longest to complete her tasks.  

 

Time to complete tasks/Completion Rates 

Participants Task 1 Task 2 Task 3 Task 4 Task 5 

1 36 secs 39 secs 14 secs 2 min 1 min 

2 50 secs 1 min 45 seconds 6 min 3 min 

3 40 secs 1 min 30 secs 5 min 7 min 

Time 2.1 min 2.39 min 1.48 min 13 min 11 min 

Completion 

Rates 

100% 100% 100% 100% 100% 

 

TASK 1:  

This task asked participants to find the company Bose on the home page and click on a 

pair of headphones. It gave them the opportunity to look at the entire home page and how 

it is set up. There were two ways to achieve this task, but all three participants achieved 

it the same way. Participant 1 immediately noted that Klarna doesn’t have a search bar, 

which means he had to find the brand by looking through all of the brands.  

TASK 2:  

The second task asked participants to use the website as a business merchant instead 

of a shopper. It asked them to find how business representatives link up with Klarna. All 

participants were able to complete the tasks. However, Participant 2 mentioned that 

Klarna has a lot of tabs with similar names, so she wasn’t sure which one was the correct 

link until she clicked on it, which meant she had to do a trial and error with each link.  

TASK 3:  

The third task asked the participants to look for Klarna’s return policy. All participants 

completed this task extremely quickly. They didn’t have any trouble with completing the 

task. Participant 3 noted that the return policy was in large letters which helped her finish 

the task.  

TASK 4: 

This task asked the user to find the “One-Time Use Card.” It took Participant 2 the longest 

to complete this task because on the website you can only find the “How To Generate A 

Card” and shows you images of the app that actually generates the one-time use card. 



All participants noted that they didn’t like that the website doesn’t generate these cards, 

because they all prefer shopping on the computer than the phone and they don’t want to 

download an app that will never be touched.  

TASK 5:  

The fifth task asked participants to find the “Merchant Spotlight” articles. Participant 3 took 

the longest to complete this task. She said that if she was a merchant and was told she 

would have a spotlight she would expect it to be on the home page, not at the footer of 

the page where she would then need to categorize the articles by Merchant Spotlight. 

Participant 2 said she was confused that the articles related to Klarna were located at the 

footer of the page.  

 

RECOMMENDATIONS: 

 

After completing the usability test and taking all of the participants observations into 

consideration there are a couple of things that should be improved. Many of the changes 

would improve convenience.  

 

1. Add a Search Bar. This will help customers look for their products/services faster. 
2. Edit the menu bar so all the title links are different, and users won’t be confused 

by what each link does.  
3. Move the Blog and Articles to a home page menu and remove it from the footer.  
4. Give the website the ability to generate a one-time use card. These cards are 

useful because they can be used for any brand users want to shop from even if 
they are not partnered with Klarna.  

5. Have the website be as valuable as the app  
 

CONCLUSION  

 

Overall, participants were able to complete all of the tasks and help Klarna better their 

website. The participants gave us important and feasible feedback. Although they all 

thought the website was visually pleasing, they felt the site needed some fixing. The 

feedback received has been noted and we were able to think of five top recommendations 

that Klarna should fix.  

 



APPENDIX A 

Usability Testing Materials 
 

The purpose of this usability test is to learn about the issues that users run into while 

using the website, and aspects of the website users don’t like. In order to gain a deeper 

understanding of the aforementioned issues Klarna is conducting this usability tests.  

 

INTRODUCTION:  

Klarna.com provides online consumers with payment plans. Klarna offers direct payments, 

pay after delivery options, and installment plans. Klarna is a shopping website that has 

over 200,000 merchants.  

This usability test should only take about 45 minutes of your time. All of your thoughts 

and opinions are welcome, there are no right or wrong answers or paths to finish the tasks. 

I would like to record this session if that’s alright with you [wait for verbal confirmation]. 

The results of this test will be used in a written project.  

I will be asking you to complete five routine tasks. Before we begin, I would like to ask 

you a few warm-up questions, to make you more comfortable. I will also be asking you 

for your feedback after each task has been completed.  

If you have any questions, please ask them at any time. If you need to take a break, feel 

free to let me know. Let’s get started.  

 

WARM-UP:  

As I said before I want to get to know you a bit before the test, so I have a couple questions 

for you to get the ball rolling.  

1. What is your occupation? 
2. What do you use the internet for the most? (i.e. shopping, games, YouTube)  
3. How often do you shop online? 
4. What websites do you use the most online? 
5. Do you use your phone or laptop to shop online?  

 

TASKS:  

Now that I know those things about you, let’s get this usability test started. I will read out 

a task and you will need to navigate the website and achieve the task. There are five in 



total, take as much or as little time as you need. There are no correct ways to achieve 

these tasks. If you are unable to achieve a task, that’s completely fine as well. I would 

also like for you to speak your thoughts aloud, and why you chose a certain path. This is 

to understand your thought process.  

 

1. Your brother has a birthday soon and you would like to get him a brand-new pair 
of headphones from Bose. Find out if this store participates in Klarna.  

2. You are a business representative that would like to partner up with Klarna. Find 
out how to do that.  

3. You want to buy a pair of shoes, but you are not sure if you can return them. Find 
out what the return policy is.  

4. You want to buy makeup from Colourpop with Klarna, but they are not partnered. 
Find out how to use a one-time use card.  

5. You are a merchant of Klarna’s, and you were told you were part of the 
“Merchant Spotlight”. Find out where Klarna posts their articles.  

 

COOL DOWN:  

Thank you so much for your participation. I appreciate all of your thoughts and opinions. 

I have a couple questions to wrap-up your experience; which task did you struggle the 

most with and why? Which one was the easiest? Is there anything else you would like to 

add or say? 

 

WRAP-UP:  

I am going to turn the recording off now. Do you have any questions specifically for me? 

Thank you again so much for your time. Have a great day!  
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