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Heuristic Analysis



HEURISTIC EVALUATION SUMMARY

THREDUP VS DEPOP

YOUR FIRST ORDER: GET 50% OFF & FREE SHIPPING. EXCLUSIONS APPLY. CODE FIRST50 READ TERMS \ /
— depop & s =3
THREDUP - [

Designer Premium Dresses Shoes Handbags Accessories Kids Sale Brands L g

Men Kids Brands Sports Trending Sale

Wrap up for under $40

Discover cozy coats on Depop

SELL WHAT NO LONGER SERVES YOU

Free Clean Out Bag

New for your search "levis jeans"

+ 50% Off Fees

Clear your closet for less and make room for more you.

SELL WITH US

26
$26.95

34"
$15.40




Initial Workflow Scope

1. Completing a purchase
2. Locating a specific item of clothing
3. Reviewing and editing an account profile

4. Reviewing favorited items



Severity Distribution Across Workflows

G THREDUP depop
Major severity issue 33% Major severity issue 25%
Flow 1 2/3 Flow 1 2/4
Flow 2 3/7 Flow 2 1/ 1




Selected Workflows for In-Depth Analysis

1. Completing a purchase

2. Locating a specific item of clothing

3. Reviewing and editing an account profile

4. Reviewing favorited items



Key Usability Issues Identitied

WORK FLOW 1 “COMPLETING A PURCHASE”

Optional upsell is indistinguishable from cart items

In this shopping cart, the “Add a Clean Out bag” option visually
resembles actual cart items and appears within the cart content
area, without clearly indicating that it is an optional add-on.

THREDUP

SHOP SELL
New Arrivals Women Designer Premium Dresses Shoes
Shipped by Rebag
Final sale ]
Fendi
One size Camera Case Bag Zucca Embossed Leather Mini
$1794.99 Promo ineligible
Not reserved (®
jus]

Add a Clean Out bag

Reduced $1798 $7.49 service fee! Fill it up, send it
back, and earn cash or credit as your items sell.

How it works

Best Sellers

Handbags Accessories Kids

Order Summary

Promo Code

One code per order. Applies to eligible items.

WELCOME X

Subtotal

Shipping

Estimated Tax

Total




Key Usability Issues Identitied

WORK FLOW 1 “COMPLETING A PURCHASE"

Shipping cost is not visible before checkout

On Depop’s website, the shopping bag does not show shipping
costs and only indicates that they will be calculated at checkout

even the adress is savd.

o Depop - buy, sell, discover | X % My Favorites | ThredUp o =+

> C 25 https://www.depop.com/bag/

depop (Q Search for "gre

omen Men Kids Brands Sports Trending Sale

Bag

Amaya johnson
@mymysmagazine

et @ In 5 people's bags

A Baby pink Nike athleisure tank. Size M #y2k #...

e/ $12.00
n ! M

i

! Carissa
@carissat245

@ |n 3 people's bags

$6.00
XS

)

SHEIN Black long sleeve top with cut-out det...

Shipping calculated at checkout
Checkout 1 item

Item(s)

Total

Shipping calculated at checkout

Checkout 1 item




Key Usability Issues Identitied

WORK FLOW 2 “LOCATING A SPECIFIC ITEM OF CLOTHING"

Search Intent is not Reflected in the Filter Panel

After user searching for a specific item, the filter panel does not
clearly reflect how the search intent has been interpreted.

@ @ ¢ Handbags & Purses: New & | X
C 25 https://lwww.thredup.com/handbags?department_tags=handbags&text=hanndbag%20Ilv&skip_fallback=true

New Arrivals Women

Applied filters (1)

"hanndbag Iv" X

Clearall

Discount with code FIRST50

50% off

Category

Style

Brand (?)

SUGGESTIONS

¢ Gucci 100% Canvas Solid MU X

Handbags

Louis Vuitton
One size LOUIS VUITTON M44198 ...
$3099.99

Louis Vuitton
One size Brown Green Monogram ...

? | Louis Vuitton - all brands

Gucci - all brands
Chanel - all brands
Prada - all brands
Dior - all brands
Hermeés - all brands
Unbranded

Fendi - all brands

. Céline - all brands

e

Accessories Kids Sa

Louis Vuitton
One size Nigo Tote Limited Edition ..
$2299.99

PRICE
DROP




Key Usability Issues Identitied

WORK FLOW 2 “LOCATING A SPECIFIC ITEM OF CLOTHING"

Search category tabs lack system feedback

3 - MAJOR

When users select category tabs during a keyword search, the
search results do not visibly change or provide any feedback.,
making it unclear whether the selection has been applied.

) @ @ ThredUp | An Online Consign X

&«

-

C

’ Copy and paste objects — Fic X

4

2% https://www.thredup.com/?srsltid=AfmBOoosmbLmLuRDex1RisVejhiwtP596Dn_hhNo_zzkOswOFdzkFY6

...........

Women Girls Boys

Chanel handbag
Brand

‘chanel handbag”

Visual search

Chanel handbags & purses
Brand

CHANEL

CHANEL

Chanel Chanel
$34799 $154.99

Chanel
$2806.99
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O @ ¢ ThredUp|An Online Consign X @) Black Adidas hoodie with whi X

< c 2s https://www.depop.com/products/refreshings-black-adidas-hoodie-with-white/?moduleOrigin=meganav

Key Usability Issues Identitied

depop (Q Search for "red corteiz ) I

Women Men Kids Brands Sports Trending Sale

Home > Brands > Adidas > Women > Tops > Hoodies

&
Y/ L:!rl

.

WORK FLOW 2 “LOCATING A SPECIFIC ITEM OF CLOTHING"

Adidas Women's Black and Navy
Hoodie

$10.26 O
SR

30% OFF

Size L * Brand new - Adidas

Make offer Add to bag

Insufficient Product Detail and Inconsistent Image
Quality on Product Page

3 - MAJOR

Product detail pages rely entirely on seller-uploaded images. Many
listings lack close-up or detail photos, and image quality varies
significantly, making it difficult for users to clearly understand item
condition and quality.

All purchases through Depop are covered by
@ Buyer Protection.

Learn more

a) This seller often ships in 24 hours

Black Adidas hoodie with white logo. It's NEW
with tags #sportswear

black hoodie, adidas logo, sportswear, chunky
knit, pullover, sporty style, urban fashion,
streetwear, minimal logo, fleece material

® Black @ Navy

\1 LISTED 4 MONTHS AGO




Priority Workflow

2. Locating a specific item of clothing

3. Reviewing and editing an account profile

4. Reviewing favorited items

12



Testing Hypothesis



TESTING HYPOTHESIS

We believe that a clearer and more structured navigation system for users
searching for a branded item will lead to reduced cognitive eftort, faster
and more accurate product discovery, increased product exploration, and
improved purchase conversion.



Testing - Moderated Stuay



Participants Profile
10 Participants

Gen Z and Millennial users aged 18-40
who have purchased secondhand clothing

online at least once within the past year.

P1 P2 P3 P4 P6

P5 P6 P7 P8 P9

Male Female



Test Task

Context :

Imagine you are a young adult with a conscious-budget who
wants to buy a cloth for the next presentation.

Task 1

Use the site to find a jacket that you would consider
buying, following the criteria provided:

e Must be black

e Must cost no more than $80

e Size M

* Must appear to be in near-new condition



Test Task

Context :

Imagine you are a young adult with a conscious-budget who
wants to buy a cloth for the next presentation.

Task 2

You've found a jacket that you like, but you want to
make sure it's the best option for you. Locate an
alternative jacket based on the following criteria:

e Must be Brown

e Spend no more than $50

* Size M

e Must appear to be in near-new condition

* Must use a different method than you used in the previous task



Moderated findings



User Patterns

#1
Search-First Default

P1, P2, P3, P4, P6, P7, and P8 chose the
search bar as their primary entry point.

P10 immediately switched to search
after finding the navigation confusing or
insufficient.

#2

Users showed more hesitation
when using ThredUp's filters than
Depop's

All participants except P8 hesitated
when applying filters on ThredUp.

#3
Users prioritize product images
over system text labels

P1, P3, P4, P7, and P10 prioritized
product images to verify item
condition and quality.

P1, P2, P6, P8, and P9 prioritized
product images as the primary
decision factor.



MODERATED FINDINGS

FINDING 1

Misleading Category Structure

Users rely on search when navigation structure fails

e |Lack of a clear Men category created confusion
e Some participants searched “boys” to find men's items
e Search was used as a workaround when browsing failed

Insight explanation

The current category taxonomy does not match users'’
expectations.

MATCH BETWEEN SYSTEM AND THE REAL WORLD | 3 - MAJOR

Bearch

Women Girls Boys

sweatshirt

sweater dress

cashmere sweater

party dress

silk skirt

Universal Standard
$4399

-
Assorted Brands
$16.99




MODERATED FINDINGS

FINDING 2

Size System Mismatch

Numeric sizing conflicts with users' mental models

* Participants struggled to interpret numeric sizing (8/10, 36)

» Users preferred simple S/M/L categories

e Numeric sizing increased decision hesitation during filtering

Insight explanation

The sizing system does not match users’ real-worla

expectations of clothing sizes.

MATCH BETWEEN SYSTEM AND THE REAL WORLD

3 - MAJOR

New Arrivals

XL

3X

2

12

22

32

BOTTOMS

XXS

XL

3X

2

12

22

32

XAL

4x

14

24

X8

XKL

4x

14

24

OX

5X

16

26

Women

X

00

18

28

10

20

30

Premium Dresses Shoes

In someone's cart

Shop similar Q

Forever 21 Unbranded

Size M Turtleneck Sweater One size Crossbody Bag
$16:99 $8.49 50% off $25:99 $12.99 50% off
with code WELCOME with code WELCOME

Handbag

Dooney
One size

$56:99

with coc

AAAAAAAA




MODERATED FINDINGS

Fl N Dl NG 3 @ @® O Wwomen's Blouses Vintage & | X € Women's Clothing, Shoes & - x  +

< & 25 https://www.thredup.com/women?department_tags=women&my_sizes=false

New Arrivals Women Designer Premium Dresses Shoes Handbags Accessories Kids

Filter Discoverability

Users struggle to locate and confidently use filtering tools

e 4/10 participants could not initially locate the size filter
e Multiple users scrolled through results before noticing filters | ooooorren
» 6/10 users hesitated when applying size filters ot e WECOME
50% off
Category +
Brand (2) 4+
Insight explanation ' |
Condition + zhsfpn;?r:::f cate - &
Filter placement and visual hierarchy reduce T I—- (rbranded Dooner Boute
. ol . . . SizeMTurtIenech)(Sweater One size Crossbo::ly Bag One size LeatherV(\)/allf
discoverability and increase hesitation. viterl O 4| sesssasosoncn 82599299 01 s5099 20450
Pattern +
Accents + 2 L ) '
KD {=C

"‘ el '\‘_'.-,
R *—f‘& ' ?ﬁﬁ'ﬁ

RECOGNITION RATHER THAN RECALL / VISIBILITY OF SYSTEM STATUS | 3 - MAJOR



Design Recommendation



Prioritization

Based on Frequency, Task Impact, Severity, and Cross-Participant
Consistency

High Impact

e Confusing Numeric Sizing and Poor Size Discoverability
* Filter placement is inefficient and not intuitive.
* Product images lack sufficient detail

e Misleading Category Structure

Low Effort High Effort

Low Impact



RECOMMENDATION

DESIGN RECOMMENDATION

Misleading Category Structure

Consolidate the “Girls” and “Boys” categories into a unified “Kids”
entry to reduce gender-based navigation confusion.

Bearch

Women Kids

sweatshirt

sweater dress

cashmere sweater

party dress

silk skirt

Bearch

Women Girls Boys

sweatshirt

sweater dress

cashmere sweater

party dress

silk skirt

Universal Standard
$4399

Assorted Brands
$16.99




DESIGN RECOM M EN DATION ORDER A CLEAN OUT BAG AND ENTER TO WIN A $500 SHOPPING CREDIT REA

or s THREDUP

New Arrivals Women Designer Premium Dresses Shoes Handbags Accessorie

Product images lack sufficient detail

Include additional close-up detail shots (e.g.,
neckline, cuffs, stitching, fabric texture) to improve
users’ confidence in product condition assessment.

Steve Mad

Size M Wool coat

@ Only1Available

$5799 $28.99

$127 54% off estimat

or 4 payments of $7.2

Condition FLAWED

Still has life left in it, bt
thatis eligible for resa

[
s
o

Our standards

Item details

52% wool, 48% polye

Peacoat style, black

Size & fit

SRR,

S GiEL ATy

i R Gy

.(n\.‘;lr_!’g;/ e
S :

Size M Size guide

[tem measurements :




RECOMMENDATION

DESIGN RECOMMENDATION

Filter Discoverability

Introduce a horizontally aligned, top-positioned filter bar

(similar to Depop) to improve visibility and reduce filter
friction.

(. [ ) o Women's Blouses Vintage & ' X ap \
< ] 25  https://www.depop.com/category/womens/tops/blouses/?moduleOrigin=meganav ¥ % o3 (3 2 EFNERENEIER ¢
depop @ seronrr ) © ¢ [l ] e

Women Men Kids Brands Sports Trending Sale

Home > Women > Tops > Blouses

Women's Blouses v
(1.8M results)

Popular brands <Free People> <American Vintage> Zara Anthropologie
Category Vv ] { Subcategory Vv ] [ Brand v ] { Price v ] [ Size v ] { Color v ] [ Condition v ] [ [] Onsale ’

Women / Tops X Blouses X Clear all

0 S S /

@ @® O Wwomen's Blouses Vintage &

& 2% https://www.thredup.com/women?department_tags=women&my_sizes=rfalse

New Arrivals Women

Dresses Handbags

% Women's Clothing, Shoes & | X Sy

Designer

Size

Discount with code WELCOME

50% off
Category
Brand (?)
Price
Condition
Color
Material (2)
Pattern

Accents

_+_

+ + + o+

+ + o+

Premium Dresses

Shoes Tops

50,000+ results

In someone's cart
Shop similar

Forever 21

Size M Turtleneck Sweater
$16:99 $8.49 50% off
with code WELCOME

Shoes Handbags

Coats & Jackets Sweaters

Accessories Kids

Accessories

Unbranded
One size Crossbody Bag

$25.09 $12.99 50% off
with code WELCOME

Dooney & Bourke
One size Leather Walle

$56:99 $284950% 0
with code WELCOME




RECOMMENDATION

DESIGN RECOMMENDATION

Confusing Numeric Sizing and Poor Size
Discoverability

Introduce a size-preference selection during onboarding, allowing
users to choose between alpha (S/M/L) and numeric sizing to
reduce confusion and filtering friction.

New Arrivals
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3X

12

22

32
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3X

12
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4x
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24

X8
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X

16

26
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OX

5X

16

X
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X
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In someone's cart
Shop similar

Forever 21

Size M Turtleneck Sweater
$16:99 $8.49 50% off
with code WELCOME

Shoes

¥ ¥V " AL AW A LA

Unbranded

One size Crossbody Bag
$25.99 $12.99 50% off
with code WELCOME




Testing - Unmoderated Stuay



Unmoderated Test

Participants Profile
12 Participants

Round 1:
P1 P2
P4 P5

P3

P6

Round 2:

------'

H I E = =E E = = = =
------'

‘ Female



Unmoderated Test

Methodology (RITE)

This study used a Rapid lterative Testing and Evaluation (RITE) approach.

Round 1 will identify usability issues related to navigation, search behavior, and filter usage. Based on the findings, the
prototype will be iterated to improve clarity and discoverability.

Round 2 will re-test the same task with A/B versions to measure improvements in efficiency, confidence, and task success.

[\ (N [

RITE Make Run Make un Make
Test Partu:upant Changes Participant Changes Pamclpant Changes

\/ \/




Unmoderated Test

Maze:

Round 1 :

Scenario
Context Screen

Locate a jacket that meets the follow...
Prototype Test

Please rate the ease of completing t...
Opinion Scale

Please rate your confidence in your ...
Opinion Scale

Which of the following aspects did y...
Multiple Choice

Round 2 (A/B Versions) :

Report introduction

8 06

8 @

<0
I

8 8

D—
Vo

Scenario
Context Screen

Task1: Locate a jacket that meets the...

Prototype Test

Please rate the ease of completing t...

Opinion Scale

Please rate your confidence in your ...

Opinion Scale

Which of the following aspects did y...

Multiple Choice

Task2: Locate a jacket that meets th...

Prototype Test

Please rate your confidence in your ...

Opinion Scale

Between Task 1and Task 2, which ta...

Multiple Choice

Report introduction

8 06

B

B

<0
I

8 8

Scenario
Context Screen

Task1: Locate a jacket that meets the...
Prototype Test

Please rate the ease of completing t...
Opinion Scale

Please rate your confidence in your ...
Opinion Scale

Which of the following aspects did y...
Multiple Choice

Task2: Locate a jacket that meets th...
Prototype Test

Please rate your confidence in your ...
Opinion Scale

Between Task 1and Task 2, which ta...
Multiple Choice



Round 1:

Context :

Imagine you have an upcoming presentation and want to quickly
find a business casual jacket.

Task 1

Locate a jacket that meets the following criteria. Stop
before entering any payment information.

e Brand: Zara
e Size: M
* Should be Nearly New



TESTING OVERVIEW

Round 1

j , ‘~ Content:
e Scenario
Context Screen o task
e 2 followup up questions
Locate a jacket that meets the follow... o mu|tip|e_choice
Prototype Test
Please rate the ease of completing t... GoaIZ

Opinion Scale

e Evaluate how users interact with the new filters and product
pigasE EUS yOUT confidsres IyVeus ... categories, assess whethe.r the filters improve search accuracy
Opinion Scale e Explore whether onboarding can effectively help users

understand size conversions.

= Which of the following aspects did y...
Multiple Choice

<
I



lterative Testing

94

After opening the filter, users encountered
many options and multiple selection steps. For
instance, the jacket page still displayed size
options for other product categories.

Many users skipped the onboarding popup
and mistakenly assumed the size guide in the
popup was Iinteractive.



Round 2

Context :

Imagine you have an upcoming presentation and want to quickly
find a business casual jacket.

Task A Task B
Locate a jacket that meets the following criteria. Stop Locate a jacket that meets the following criteria. Stop
before entering any payment information. before entering any payment information.
(Without onboarding and with the redesigned filter (With onboarding and the previous filter system)
system)
® Brand: Zara
® Brand: Zara * Size:M
e Size: M * Should be Nearly New

* Should be Nearly New



TESTING OVERVIEW

Round 2

Content:
{ Report introduction }
e 1 task
o [ e 3 followup up questions
e e 2 multiple-choice questions

Task1: Locate a jacket that meets the...

Prototype Test
Goal:

il e Test whether the size guide helps users understand size
conversions among those who go through onboarding.

Plazsa ras your confidence in your .. e Evaluate whether a clearer and more simplified size filter can
improve search efficiency and accuracy for users who do not use

== Which of the following aspects did y... OnbOa rding-

Multiple Choice

. Task2: Locate a jacket that meets th...
Prototype Test

Please rate your confidence in your ...
Opinion Scale

Between Task 1 and Task 2, which ta...
e Multiple Choice



Unmoderated findings



User Patterns

#1
Onboarding is not for everyone

Across both rounds, half of
participants skipped the on onboarding
Pop-up.

If onboarding is used, participants tend
to prefer a clear guide.

H#2
Fewer filter options reduce
complexity

In the Round 2 A/B test, P7-P12 found
the filter system with fewer size options
easier to understand.

Users who used filters with fewer size
options hesitated less and located the
required size more quickly.

H3
Horizontal Filters Improved Visibility

10/12 participants used the filter. The
two participants who did not use it
were affected by network issues,
misclicks, or prototype limitations

9/12 participants discovered or
applied the size filter.



UNMODERATED FINDINGS

Onboarding is not for everyone, it onboarding is used, participants tend to prefer a

clear guide.
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UNMODERATED FINDINGS

5/6 participants hesitated less and reported that using size filters in Task B was better

BA Between Task 1and Task 2, which task made it easier for you to select
4

and confirm the correct clothing size?
, . Responses
Multiple Choice

Please explain why you made this choice.

Task2 0% 0 2
Both felt about the same 0% o L
(o ot

Neither was clear 0%

AB

Between Task 1and Task 2, which task made it easier for you to select

and confirm the correct clothing size?
: . Responses
Multiple Choice

Please explain why you made this choice.

18
02

Both felt about the same 0%

Neither was clear 0% 0 2k

FROM MAZE



UNMODERATED FINDINGS

Horizontal filters improved visibility, with 10/12 participants using filters and 9/12
successfully discovering or applying the size filter.

@ @® O Wwomen's Blouses Vintage & | X £ Women's Clothing, Shoes & - X +

< > C 2% https://www.thredup.com/women?department_tags=women&my_sizes=false L

New Arrivals Women Designer Premium

RS W 2,

Dresses Handbags Shoes Tops Coats & Jackets Sweatarg Jeans Acocescories Pants Skirtg Activewaar One-Pieces

Category Brand » Price ~ Size v Color Condition » [ 50% off Sort by: Recommended

Dresses Handbags Shoes Tops Coats & Jackets Sweaters Jeans Accessories
50,000+ results
Size +
Discount with code WELCOME —
50% off

Category -+

Brand (?) +

Price +

Caridition + In someone's cart
Shop similar Q 9

Color + Forever 21 Unbranded Dooney & Bourke
Size M Turtleneck Sweater One size Crossbody Bag One size Leather Wallet

Material (3) + $16:99 $8.49 50% off $25:99 $12.99 50% off $56:99 $28.49 50% off
with code WELCOME with code WELCOME with code WELCOME

Pattern +

Accents + n




UNMODERATED FINDINGS

Fewer size options reduced complexity, helping users locate the correct
size more quickly and with less hesitation.

[ IR b P I'Iﬂllul.!ﬂu'.:l P TR L0 S II..I".I':I LA LAEELT O ST —yFTaler B+ JE el 1S
Category Brand Price » Size ~ Color » Condition [ 50% off
v v v v
Fara X Evcallant. % Category Brand Price Size A~ Color Condition [] 50% off
s Zara X Excellent X Women ~
AHS(00) x5(0-2) S(4-8) M (8-10) L{12-14) Tops & Dresses o

¥L(16-18) W¥L(20-22) Mumeric size Letter size

PLUS BIZE

00 0 2 4 &
0x{12-14} 1%{16-18) 2X(20-22) 3X(24-26) 4%(28-30)
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i | I | 28 30 32
1 I 'I

[ \ Bottoms A4
L I Shoes A
Kids '




# Chrome File Edit View History Bookmarks Profiles Teb Window Help = O E+ SunMarB 513PM

=

] 2 e Problc = .ﬂ: Mare - TaskT: Locale a o o

=

G @ t. maze ooy panelfpralific/ 50877461 3% assgnmentld=68adedd M1 2baa? 2c 40003 Dhwarkerd=6 Bbee P 0 dbAdd o E60E Tehbfzampaionid=65ard £ 1

Helaminch Do update E

s Nl B il

oM

S R Tra wrf e

DT Condition =~ [ 0% eft SO by Feoommended ="

Zara Zara Zara Zarm Lara
Sie E5UH0-4 ) Haancna Sipe LINZ2-Ta] Sima Sals -] Imckat Slzm LI12=1d) Lackar il Sid-g) pcem

E0-08 FI4.840 5 1 EE-56 E18. 48 5 B2 S0 40 BLX all 088 J70.45 5 i E2-08 5711 48 50

any payment information. th e FIRETS. ity cendie FIRSTSD with code FIRSTS ith code FIRETSS

Erand’ Zara a—

SiFe: M

i Hide ruction X S 3k
= Hide instructicns . task [.maze.cd Is Sharng your scresen S1ap Eharing




Executive Summary



ThredUp Usability Synthesis

Information Architecture Friction

FINDING

Participants Frequently Bypassed Navigation And
Relied On Search Due To Unclear Category
Structure.

In moderated testing, 7/10 participants
skipped global navigation entirely.

Unmoderated testing showed that users
also relied heavily on search rather than
browsing categories when attempting to
locate products.

MATCH BETWEEN SYSTEM AND THE REAL WORLD

Key Cross-Participant Patterns

Filter Discoverability Issues

4/10 moderated participants initially failed
to locate the size filter due to the scroll-
dependent vertical filter panel.

Unmoderated testing indicated that filters
were easier to locate when presented in a
horizontal filter bar rather than a vertically
stacked sidebar layout.

VISIBILITY OF SYSTEM STATUS /
RECOGNITION RATHER THAN RECALL

EVIDENCE © HIGHLIGHT REELS

Size System Confusion

FINDING

Participants Hesitated When Interpreting Size Filters
Because Standard Sizes, Numeric Sizes, And Plus
Sizes Were Presented Together In One Long
Scrollable List.

In moderated testing, several participants
paused to interpret the size options before
applying filters.

Unmoderated testing further showed that
users struggled to quickly identify which size
labels applied to them.

VISIBILITY OF SYSTEM STATUS /
ERROR PREVENTION

Strategic Product Insight: ThredUp's interface increases
cognitive effort during product discovery due to unclear
navigation structure, limited filter visibility, and inconsistent
size representation.

Design Direction: Improve navigation clarity, surface filters
earlier in the interface, and reorganize size systems to better
align with users’ mental models.


https://docs.google.com/document/d/15Dw_q1z9vtRcQYSR3myieMt-EYww7aD5ysgrQAv8zYs/edit?usp=sharing

Design Evolution



DESIGN EVOLUTION 1
Navigation Structure -Before

Participants hesitated when locating children's clothing categories and
explored multiple gendered paths before finding relevant items.

Bearch

Women Girls Boys

sweatshirt

Choose Girls or Select Another sweater dress
Home — —>| Browse ltems |—»| BacktoMenu |(—> |
Boys Category
cashmere sweater
k_li__) - ' i
party dress Universal Standard Assorted Brands
e Users must guess which gender category contains Hose o

the desired item.

MATCH BETWEEN SYSTEM AND THE REAL WORLD




DESIGN EVOLUTION 1- NAVIGATION STRUCTURE

Navigation Structure -After

Aligns category organization with common household shopping
behavior and reduces navigation hesitation.

Bearch

Women Kids

sweatshirt

I sweater dress
Home — Kids — Select —>| Browse Items °
Category
cashmere sweater
k_li__l - ' i
. . . , . partyaross Universal Standard Assorted Brands
e Single entry point for children’s clothing saase sise

silk skirt

e Reduced navigation uncertainty
* Fewer exploration steps

MATCH BETWEEN SYSTEM AND THE REAL WORLD



DESIGN EVOLUTION 1- NAVIGATION STRUCTURE

Navigation Structure -Before & After

Before:

Separate Girls and Boys categories with Introduced a unified Kids category
no unified entry for children's items. with clearly structured sub-entries.

MATCH BETWEEN SYSTEM AND THE REAL WORLD



DESIGN EVOLUTION 2 - FILTER DISCOVERABILITY

Filter Discoverability -Before

Users demonstrated hesitation when retining product results and often
scrolled through listings before locating filtering o

otions.

Open filter
panel

Search ——>| Scrollresults |[——>

Scroll

e Filters are hidden and require additional
interaction effort.

Apply filter

RECOGNITION RATHER THAN RECALL / VISIBILITY OF SYSTEM STATUS

@ @® O Wwomen's Blouses Vintage & | X

New Arrivals Women

b

Women's Clothing, Shoes & | X Sy

Designer

< & 25 https://www.thredup.com/women?department_tags=women&my_sizes=false

Premium Dresses Shoes Handbags

Dresses Handbags Shoes
50,000+ results
Size +
Discount with code WELCOME —
50% off
Category —+
Brand (?) +
Price +
Ganiditio + In someone's cart
Shop similar
Color ~+ Forever 21
Size M Turtleneck Sweater
Mataral @ + $16:99 $8.49 50% off
with code WELCOME
Pattern +
-
Accents +

BEpN

‘V\
-~
&

Unbranded

One size Crossbody Bag
$25:99 $12.99 50% off
with code WELCOME

LA

Accessories Kids

Dooney & Bourke
One size Leather Walle

$56:99 $28.4950% o
with code WELCOME




DESIGN EVOLUTION 2- FILTER DISCOVERABILITY

Filter Discoverability -After

Exposing key filtering options earlier in the browsing process
reduces interaction cost and improves filter discoverability.

R AIITDAMA ARMND CATED TAWIIAM A dENAN CLADDINA ADENIT DEAN TEDR

FEES WHEN YOU SELL WITH US! ORDER A CLEAN OUT BAG

THREDUP

Waomen Designar

Shoes Handbags Accassornas

Search |—>| Visible filter bar |[——

Apply filter

Categaory Brand Prica »

e Filters become immediately accessible.

Size Color Condition [ 50% off

S5
— s
e - —

\ e
g

l o I v,

Zara Zar Zara Zara
Size ¥5(0-2) Raincoat Size L[12-14) Jackat Ciza S(4-8) Jacket Size L12-14) Jacket
EE0-00 534.99 50% off

£26.00 $18.49 50% off £52.00 £26.48 50% off

with code FIRSTSD

54000 $20.49 50% off
with code FIRSTS0

with code FIRSTSO

with code FIRSTEOD

RECOGNITION RATHER THAN RECALL / VISIBILITY OF SYSTEM STATUS



DESIGN EVOLUTION 2- FILTER DISCOVERABILITY

Filter Discoverability -Before & After

Before: After:

. o Women's Blouses Vintage & I X @ Women's Clothing, Shoes & X o
] 25  https://www.thredup.com/women?department_tags=women&my_sizes=false (B g ] (3 R ENBHEEENR

Newr Arivals Preamium e Accassorias ids Brands
New Arrivals Women Designer Premium Accessories Sale Bands Q © & ©

Dresses Handbags Coats & Jackets Sweaters Accessories

50,000+ results Sortby: Recommended \/ Dresses Handbags Coats & Jackets Sweaters Skirts Activewaar One-Piecas
Size

" " Category Brand Price » Color Condition O 50% off Sort by:  Recommended
Discount with code WELCOME

[1 Zara X
50% off / i
© S £

Category

Turn Your Closet
Ingo*Cash

Brand (3)

Price Geta freev‘v’!Iéan Out bag & 50% off
i i Wiitees

e In someone's cart
Condition

Shop similar

Color Forever 21 Unbranded Dooney & Bourke

Size M Turtleneck Sweater One size Crossbody Bag One size Leather Wallet
Material (2) $16:99 $8.49 50% off $25:99 $12.99 50% off $56:99 $28.49 50% off
with code WELCOME with code WELCOME with code WELCOME

Pattern Zara Zara Zara Zara Zara
. Size X5(0-2) Raincoat Size L[12-14) Jackat Size 5(4-8) Jacket Size L{12-14) Jacket Size 5(4-6) Jacket

- £66-00 $34.99 50% off £36:00 518,49 50% off $52-00 $26.49 50% off S40:00 $20.49 50% off $22.00 $11.4050% o
Accents o Q SAVE SEARCH 4 ! Z S
A with code FIRSTS0 with code FIRSTEQD with coda FIRST &0 with code FIRSTS0 with coda FIRSTED

Filters were placed in a vertical side panel, Primary filters are now displayed in a horizontal bar
requiring additional scrolling and interaction below the search field, improving discoverability
before users could refine product results. and enabling faster refinement.



DESIGN EVOLUTION 3 - SIZE CLARITY

Size Clarity -Before

Participants hesitated when interpreting size options because letter
sizes, numeric sizes, and plus sizes were presented together in one Womer P -
long filter list.

This made it harder to quickly understand which size group applied to
them.

. . 50,000 It
Open size Scan mixed Interpret XL XL oX X 2 +results

E— Scroll —>| Compare options

filter size list labels 3x 4x BX 00 0

J 2 4 6 8 10

12 14 16 18 20
22 24 26 28 30
Select size

32 One Size
BOTTOMS
* Users must decode multiple sizing systems within [ | | | &
In someone's cart
. . XL XXL 0X 1X 2X Shop simil O o
one continuous list. Shop sl

3X 4x 5X 00 0 Forever 21 Unbranded Dooney
Size M Turtleneck Sweater One size Crossbody Bag One size

2 4 6 8 10 $16.99 $8.49 50% off $25:99 $12.99 50% off $5609
with code WELCOME with code WELCOME with coc

12 14 16 18 20

22 24 26 28 30

39 . T N B S T — 4 U

MATCH BETWEEN SYSTEM AND THE REAL WORLD



DESIGN EVOLUTION 3 - SIZE CLARITY

Size Clarity -After

Separating standard and plus-size options into clearly labeled sezarcsirnas SRR T
groups improves scanability, reduces ambiguity, and helps users THREDUP
identify relevant sizes more confidently.

Open size . |dentify size Scan relevant

: . Select size
filter group options

l
l

Category Brand Price Size ~ Color » Condition O 50% off

Zara ¥

STANDARD SIZE

* Grouped presentation reduces interpretation effort.

XL{16-18) KEL(20-22)
PLUS SIZE

ox(12-14) 1K(16-18) 2x(20-22) Ix(24-28) ax(28-30)

v
1 .%}

Zara Zara Zara Zara
Size ¥S(0-2) Raincoat Size L(12-14) Jackst Size 5(4-6) Jacket Size L{12-14) Jacket

£69.00 $34.99 50% off $38.80 $18.49 50% off 6208 $26.49 50% off £40.99 $20.49 50% off
with code FIRSTS0 with code FIRSTSD with code FIRSTS0 with code FIRSTS0



DESIGN EVOLUTION 3 - SIZE CLARITY

Size Clarity -Before & After

Before: After:

FREE CLEAN O DU SELL WITH US! ORDER A CLEAN OUT BAG

THREDUP

Mew Arrivals Designer Premium Dresses Handbags Accessories Brands

Zara

Dresses Handbags Coats & Jackets Sweaters Accessories o V1 ¥ . ;
50,000+ results o | : 4 / '

A

Dresses Handbags Coats & Jackets Sweaters Accessories Skirts Activewear One-Pleces

Category v Brand Price v Size ~ Color v Condition O 50% off Sort by: Recommended v

Zara X

STANDARD SIZE
X¥s(00) X5(0-2) 5(4-8) M (8-10) L12-14)

32 One Size XL(16-18) XXL(20-22)

PLUS SIZE

BOTTOMS 0x(12-14) 1XE6-18) 2%(20-22) 3x(24-26) 4%(28-30)

XXS
In someone's cart

XL

Shop similar

Forever 21

Size M Turtleneck Sweater
$16:99 $8.49 50% off
with code WELCOME

Unbranded

One size Crossbody Bag
$25:99 $12.99 50% off
with code WELCOME

Dooney & Bourke

One size Leather Wallet
$56:99 $28.49 50% off
with code WELCOME

Zara Zara Zara Zara Zara
Size X5(0-2) Raincoat Size L{12-14) Jacket Size S(4-6) Jacket Size L{12-14) Jacket Size S(4-8) Jacket
$689.99 $34.99 50% off $36:09 $18.49 50% off &62.88 $26.49 50% off £40.99 $20.49 50% off $22.09 $11.49 50% off

One Size

Size options were displayed in one mixed list,
combining standard, numeric, and plus-size labels

in a long scrollable panel.

TAGS

ATTACHED

with code FIRSTS0

with code FIRETS0 with code FIRSTS0 with code FIRSTS0

with code FIRSTS0

Sizes were reorganized into clearly labeled
Standard Size and Plus Size groups, making
size categories easier to scan and interpret.



Appendix



. Participant grid (moderated + unmoderated)

. Session recordings and highlight clips

. Transcripts or summaries (Al-generated or manual)

. Observation notes and synthesis artifacts

. Heuristic evaluation and severity ratings

. Research plans and protocols

. Testing_prototype links.



https://docs.google.com/spreadsheets/d/1pHAssbu3H2Eko7oqrNHnC_UknVecm-1VN3Kxo-Js6js/edit?usp=sharing
https://www.dropbox.com/scl/fo/k1qw8a1bhlytys0u1lw6x/AMMzO-IOpLY2XX5a8PTKOZU?rlkey=zryvtlre8c7w06b4g2vy0l2o2&st=e02h3e1b&dl=0
https://docs.google.com/spreadsheets/d/1pHAssbu3H2Eko7oqrNHnC_UknVecm-1VN3Kxo-Js6js/edit?usp=sharing
https://docs.google.com/document/d/1MjPHHnP9TrHtOFeP6EY73D3fsdyb34B_Y-hzIGIrPGg/edit?usp=sharing
https://www.dropbox.com/scl/fi/7mflx70gqhqkcn27fncsb/Heuristic-evaluation-and-severity-ratings.pdf?rlkey=ks94hsj2zj8vui1vztneppt7o&st=063lcexy&dl=0
https://docs.google.com/document/d/1_XBYmnZEs6eYh9WFei5hAMtx8AZ73Gv5uV8WktP7j04/edit?usp=sharing
https://www.dropbox.com/scl/fi/vzq6n4dpwzrmjpmeospt8/Unmoderated-Usability-test.fig?rlkey=3s9zfnchn5ywg1cl79a3iqca2&st=ddbpzkdh&dl=0

