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Project Goal

Evaluate the usability of the Airpals website's 
 and gather feedback on user’s 

expectations after placing an order.
Order flow



Project Scope
The Scope

Target Audience

Timeframe

Conduct 10 Moderated Remote Usability Tests

Creative or Business operational professionals

6 weeks (March-May 2023)

Testing the main function of the website the ‘Order’ flow 



Methodology

5 Post-Test Questions

6 Post-Test Questionnaire

7 Debrief

Data Analysis & Synthesis

1 Recruitment

2 Consent Form

3 Pre-Test Questionnaire

4 User Testing

Our Process



Participant Demographics (8)

Methodology

75% aged 18-35 & 25% 36-45

50% Female

50% from 500+ company size & 25% from <50 company size

Company Size
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“Locate and complete the order form to send a 
package to me with delivery on the next business 
day. Remember to think about the last package you 
sent or one that you’ve sent before when filling out 
the form details.”

The Task

Methodology



Findings



88% of participants agreed 
that the order form 
was easy to complete.



56% 33%

11%

I am satisfied with the amount of time it took to 
complete the order form.



75% of participants agreed 
that they enjoyed using 
the Airpals interface.



I liked, from a design perspective, that it 
was very clean. It seemed, from the very 
beginning, pretty clear where I was 
supposed to go.

“

”



Problems & Recommendations

1 Streamline the flow for inputting parcel details

2 Clarify pick-up & drop-off instructions

3 Improve flexibility and consistency for time selection

4 Reinforce user control when editing order details

5 Increase error salience with more signifiers

6 Provide feedback and flexibility for address selection



Recommendation #1
Streamline the flow for inputting 
parcel details.

3 of 8 participants needed clearer details for 
shipment sizes 

The value field was difficult to interpret and 
complete for 4 of 8 participants

The single field for item details and handling 
confused participants

The page is long and led participants to miss or 
omit important item details

The Problem



Recommendation #1
Streamline the flow for inputting 
parcel details.

Add maximum dimensions to shipment size 
categories

Add a “$” before the value field and clarify the 
language

Separate item description and special handling 
instructions to two fields

Remove sender, recipient, and pick-up/drop-off 
notes to simplify to “What” page

The Solution



Recommendation #2
Clarify pick-up and drop-off 
instructions.

Recipient and sender information was expected 
alongside their addresses

4 of 8 participants skipped pick-up and drop-off 
notes on the lengthy “How” page

Participants spent a while understanding the 
pick-up and drop-off notes fields

The pop-up asks for both pick-up and drop-off 
notes even when participants included one of 
the two

The Problem



I already filled out the pick-up notes, so 
I’m not sure why this pop-up appeared.

“

”



Recommendation #2
Clarify pick-up and drop-off 
instructions.

Collect sender and recipient information 
alongside their addresses

Move the pick-up and drop-off notes to the 
“Where” page

Simplify the language for pick-up and drop-off 
instructions

Pop-up should specify which field(s) (pick-up 
and/or drop-off notes) was left blank

The Solution



Recommendation #3

Limited options for delivery deadline

Default delivery deadline is at 8PM when most 
companies are closed

The pickup dropdown looks like one dropdown 
instead of three, not sure where to click on

Improve flexibility and consistency 
of time selection.

The Problem



Thinking back, it didn't seem to have 
provided me with too many options for 
time selection.

“

”



Recommendation #3

The Solution

Use dropdown instead of buttons for 
delivery deadline to offer more time options

Set the default delivery deadline within 
working hours

Align the dropdown style to text input 
fields, and provide specific clicking areas

Improve flexibility and consistency 
of time selection.



Recommendation #4
Reinforce user control when editing 
order details.

The Problem

2 out of 8 participants tried to edit order 
details on the review page and were 
navigated to the ‘When’ step of the form



When I went back to edit the delivery time, 
I clicked edit and it brought me back to the 
very first screen of ‘when’ instead of 
bringing me back to the ‘time.’

“

”



Recommendation #4
Reinforce user control when editing 
order details.

The Solution

Navigate to the specific step in the order 
form that needs to be edited instead of the 
form start page



Recommendation #5
Increase error salience with more 
signifiers.

The Problem

Participants found it difficult to notice the 
error messages displayed.

3 out of 8 participants were unable to 
notice the error messages immediately.



When I couldn’t submit the form because of 
the apostrophe in my name, if that error was 
much more visible on my screen that would 
be helpful because I thought my computer 
was frozen.

“

”



Recommendation #5
Increase error salience with more 
signifiers.

The Solution

Increase the font size of error messages 
and highlight the fields to make them more 
evident.



Recommendation #6
Provide feedback and flexibility for 
address selection.

If you copy/paste an address in the address 
field, it disappears, and if you fully type out the 
address, the system automatically selects an 
address that is different than the address that 
was typed.

Participants wanted to click on the field to 
highlight the text for editing, but you have to 
click the “x” first, which was not intuitive.

The Problem



Recommendation #6
Provide feedback and flexibility for 
address selection.

Clarify that users should select an address from 
the dropdown

Allow users to edit the address text directly

The Solution

Select an address from the drop-down

Please fill in all the [*] required fields

144 W 14th St | 



Other Adjustments

1 Special characters in names

2 Field for phone extension numbers

3 Date format

4 Color contrast



#1
The name fields do not accept 
special characters such as 
apostrophes and hyphens.

The Problem

A participant with an apostrophe in their 
last name received an error code and was 
unable to continue to the next screen until 
the apostrophe was removed.

The Solution

Allow special characters such as 
apostrophes and hyphens that are not 
uncommonly used in last names.



#2
There is no field for phone number 
extensions.

The Problem

Users that using a work phone with an 
extension number have no field for the 
extension.

The Solution

Add a field for an optional phone number 
extension.



#3
Day and month order in date does 
not follow US conventions.

The Problem

On the review page, the date format is day/
month/year. While this is common in the 
rest of the world, in the US the convention is 
month/day/year.

The Solution

As this is a New York City based service, it 
should follow US convention:

month/day/year



#4
Field headings do not have enough 
contrast to meet accessibility 
standards.

The Problem

Some participants felt the text did not have 
enough contrast against the background. 
The contrast ratio is 3.67:1, which does not 
meet the minimum ratio of 4.5:1 for users 
with visual impairments.

The Solution

Make text darker to increase contrast and 
meet accessibility standards.



Recommendations

1 Streamline the flow for inputting parcel details

2 Clarify pick-up & drop-off instructions

3 Improve flexibility and consistency for time selection

4 Reinforce user control when editing order details

5 Increase error salience with more signifiers

6 Provide feedback and flexibility for address selection



I would be happy to use Airpals for work.

56% 22%

22%



Thank you!
Questions?


