
Usability Test - Marzi & Sewell 

Description of Tool & Users 

 WordPress is open source software that enables users to create a blog, website, or app. 

It claims to be the most popular online publishing platform (WordPress, nd), and the website 

profiler BuiltWith claims that almost 27 million websites are currently using WordPress 

(BuiltWith, 2018). There are several tiers - users can create a free site, which gives them access 

to a selection of themes and services, or they can choose to pay for either a personal, premium, 

or business plan.  

 WordPress falls under the genre of tools that allow users to create a variety of websites 

with pre-built templates and widgets designed to make website building easier. Other tools 

considered for this usability test include Wix and Weebly. Weebly, the original subject for the 

usability test, was dismissed, as both authors concluded after a cursory test of the site that 

neither were interested in using it to create their professional portfolio. Neither found the 

navigation of the site to be intuitive, and there was not enough control of design to suit the 

authors’ needs. Wix was dismissed, as well, as it was perceived by the authors that WordPress 

offered more options to customize within a template (one author with experience using Wix 

offered this perspective, having worked within both Wix and WordPress; access to the HTML of 

a site was the largest factor).  

WordPress targets a myriad of users; their appeal is that they offer so many services 

and options. Bloggers are the only target users WordPress specifically calls out, though they 

market to users looking to create both personal and business products. Marketing images used 

on the site feature primarily younger individuals, and they place emphasis on how their services 

allow users with a fast-paced lifestyle to easily manage their site. WordPress also heavily 

markets their 24/7 help service to draw in users, making the creation of a product less daunting 

for first-time users. The users for this usability test have limited experience with WordPress; 

user 1 had never worked with WordPress, and User 2 has worked with pre-existing WordPress 



sites to improve their search engine optimization and add copy for the previous three years. 

Neither had created a website with WordPress prior to this test. Both users are in their late 

twenties, have experience with web authoring tools in some capacity, and have both created 

websites on another platform (Squarespace). The prompt for the usability test grouped our 

users under the personal category, as they were tasked with creating a website that explained 

why they belonged to their chosen Hogwarts House, a reference to the popular Harry Potter 

series by J.K. Rowling.  

Features 

WordPress offers many tools for its users; however, the user’s selected plan determines 

what features are available. When the user signs up with a WordPress account, they select one 

of the four plans, yet they have the option to upgrade at any point in time. The four plans and 

their prices include: free-$0, personal-$4/month, premium-$8/month, and business-$25/month 

(WordPress).  Important to note, the features of the free and personal plans seemed most 

relevant due to performing a low-cost usability test and authors’ intended future use of the web 

authoring site; therefore, this report focuses on the features of these two plans. 

Both the free plan and personal plan offer many of the same features including Jetpack 

essential features, free themes, basic design customization, and storage space (WordPress). 

Additional features between the two plans differ. While the free plan offers community support, 

the personal plan provides email and live chat support. Additionally, the free plan allows the 

user to choose a WordPress.com subdomain but also has advertising on the webpage. 

Whereas, the $4 per month personal plan supports a custom domain name and removes the 

advertisements.  

There are also many features included with all WordPress plans to assist in making and 

maintaining a website. WordPress allows for pages to be easily created, add media, formatted, 

and published, and it is multi-lingual, offering over 70 languages to build a website. WordPress 

also has an application to allow users to manage their site from a smartphone or tablet. Another 



useful feature is the ability to make the site mobile friendly by allowing the author to view and 

edit pages in desktop, mobile, or tablet view before publishing. Additional publishing tools allow 

the user to manage users, schedule future page publications, password protect pages, and add 

drafts for new pages. Moreover, maintenance features consist of an activity feed to view recent 

changes made (though the free plan only permits the last 20 events) and a statistics page about 

the amount of views, visitors, likes, and comments for the web page.   

Assigned Tasks & Method 

For this usability test, the users were given thirty minutes to complete as many tasks on 

a provided list as possible, under the premise of creating a site to explain why they are in a 

chosen Hogwarts House. The tasks consisted of common functions users creating a website 

would encounter and included: navigating to wordpress.com from a browser of their choice, 

create an account, choose a subdomain, choose a template, add text to the homepage 

explaining the purpose of the site, changing a font, adding a picture, changing content on the 

about page, deleting unused pages from menu, adding a document, adding a link to an outside 

site, and adding content information. Through these typical web authoring tasks, the authors 

would be able to determine the usability by analyzing how many tasks were completed, the 

amount of clicks taken to complete the task, any uncompleted tasks, and difficulties the user 

had while completing the task list.  

The methods used by the authors consisted of Camtasia and WordPress to complete 

the usability test. Camtasia was a low-cost method due to the free trial offered by TechSmith. 

This allowed the authors to record the screen and user’s face throughout the test, then go back 

to view for analysis. WordPress was the web authoring tool chosen, and the users signed up for 

the free plan. Since the usability test was conducted in person, there was no need for any 

additional meeting software, such as Zoom.  

 

Usability Test Results 



Usability Test 1: 

 

Task Time to Complete Clicks to Complete Difficulties/Comments 

Navigate to 

WordPress.com from 

a browser of choice 

:21  3 Used google 

chrome because 

that’s what she 

prefers to use daily 

for work.  

Accidentally spelled 

it wrong in the 

search bar, so she 

clicked on it from 

the options google 

provided. 

Create an account 2:10 13 She started using 

her school email 

address then 

decided to change it 

to her personal 

email after inputting 

all the information. 

She spent a lot of 

time trying to 

describe what her 

website would be 

about and stated 

“this is important”. 

She also rated 

herself a 3 on a 

scale from 1 to 5 

about how 

comfortable she felt 

making a website 

and stated she’s 

“pretty intuitive”. 



Choose a subdomain :53 3 Had to work 

through options but 

chose free one after 

reading through. 

  

Choose a template 

within the Portfolio 

theme 

3:39 15 Was a little 

confused on moving 

on because the 

checklist provided 

on the homepage 

told her to do 

another task 

compared to the 

task list provided.  

Was a little 

confused about 

where to go to 

choose a template. 

Stated it said 

customize theme 

but also said it 

doesn’t say 

template.  

Chose a template 

with a lot of pictures 

because she’d 

rather choose how 

to navigate based 

on exploring rather 

than reading words. 



Add text to homepage 

explaining purpose of 

site 

1:38 (first time, which 

wasn’t saved); 2:39 

(second time) 

  

13; 10 

  

Struggled to find 

where she could 

edit the already 

existing text 

Added some text 

but didn’t save it 

before clicking 

another option. 

Started changing 

tagline to describe 

why she belonged 

in Hufflepuff rather 

than adding regular 

text but also added 

a logo  

  

Change a font 2:09; :13 12; 3 Moved on to 

change a font 

because she 

couldn’t figure out 

where the text she 

put in before was. 

Changed the font 

for headings and 

base font but 

couldn’t figure out 

why it wasn’t 

changing. Was 

looking for a save 

button then realized 

that’s what the 

publish button was 

for. 



Add a picture 1:48 15 Went to google to 

search and save an 

image then added it 

as a header. 

Change content on 

the “About” page (or 

equivalent) to give a 

brief explanation of 

which Hogwarts 

house they belong to 

:56 13 Struggled with 

editing the about 

page, it seemed like 

it added all of the 

pages to a single 

page.  

Added a new page 

with text. Couldn’t 

find the new page 

to view. Realized 

she needed to go 

verify her email 

address to publish. 

Delete unused pages 

from menu (any that 

are not homepage, 

about, and contact) 

:45 15 Said she wasn’t 

sure what she was 

adding, but they 

weren’t pages. 

Realized after she 

needed to publish 

them to add them. 

Afterwards, she 

realized she didn’t 

like them and 

deleted them. 

Add a document 1:36 19   

Add a link to an 

outside side 

:50 11   



Add contact 

information 

:56 9 Went out of order 

and completed this 

because she was 

able to find the 

contact page but 

not her home page. 

Was able to add a 

contact page with 

information and 

preview it. 

 

Usability Test 2: 

 

Task Time to Complete Clicks to Complete Difficulties/Comments 

Navigate to 

WordPress.com from 

a browser of choice 

1:38 2 Chose Chrome 
because he likes the 
extensions/finds it 
useful for work 

Create an account 2:23 13 Email was already 
registered, despite 
user not 
remembering ever 
creating an account. 
Caused frustration as 
user tried to figure 
out alternate way to 
sign up. When 
prompted, rated self 
3 out of 5 with 
comfort with building 
a website (prompted 
by WordPress) 

Choose a subdomain 0:54 7 Indecisive about what 
to choose - 
something about 
usability testing, or 
relevant to prompt? 
Selected a paid plan 
first; when user 
realized it, he chose 
the first free 
subdomain available 



Choose a template 

within the Portfolio 

theme 

2:02 11 When asked, said he 
was looking for an 
option that said 
theme or template. 
Had difficulty locating 
the button because it 
was not in an obvious 
location/did not stand 
out. Went through 
one option, and four 
menus within that 
option before locating 
correct link 

Add text to 

homepage explaining 

purpose of site 

2:00 12 Difficulty locating 
homepage, as none 
were labeled as such. 
Became increasingly 
frustrated, because 
his familiarity with the 
wp-admin feature of 
WordPress set 
different 
expectations. 
Complained about 
the lack of intuitive 
navigation; said he 
“felt like an idiot” for 
not being able to 
locate the homepage. 

Change a font 6:30 first try; 1:12 
second, for total of 
7:42 

100 Most difficult for user; 
had to stop and come 
back to it after 
completing other 
tasks. Could not 
locate the option to 
change font, even 
after Googling for 
instructions. Ended 
up copying and 
pasting HTML code 
to change the font. 
Very low reservoir of 
goodwill here; 
extremely frustrated. 
Kept pushing the 
same buttons, 
toggling between 
Visual and HTML 



options; hovered over 
the same icons at the 
top of the text box 
multiple times. 

Add a picture 0:19, then 1:43, total 
of 2:02 

37 Task interrupted by 
attempting to change 
the font; added image 
in the HTML page 
because his mind 
was still on changing 
the font. Still 
struggled to get to a 
page he could edit. 

Change content on 

the “About” page (or 

equivalent) to give a 

brief explanation of 

which Hogwarts 

house they belong to 

1:00 7 Did not understand 
task; confused by 
lack of page labeled 
“About”. Had 
previously created a 
page accidentally, but 
chose not to add a 
page, editing the 
contact page instead. 
This was the first 
page the user 
actually 
saved/published. 

Delete unused pages 

from menu (any that 

are not the 

homepage, about, 

and contact) 

0:49 5 User did not read the 
task fully and initially 
deleted the contact 
page. Satisfied with 
how easy it was to 
undo a change, then 
determined all no 
pages qualified as 
“unused” 

Add a document 0:55 15 None 

Add a link to an 

outside site 

0:39 12 None 

Add contact 

information 

0:54 14 Created a new page 
for this task 

 

 

Conclusions 



Despite users 1 and 2 completing all of the assigned tasks, both users struggled with the 

usability of WordPress. User 1 struggled with navigating through the menu to complete the 

tasks and finding her page regularly. User 2’s struggle was partially due to his familiarity with a 

different way of editing within WordPress (using the wp-admin instead of the usual WordPress 

editing page). The task both users struggled with most - changing the font - was created by the 

tool’s usability. The way to change a font on a WordPress site is different than with many other 

text-editing tools (users are used to being able to go to the edit-options bar, selecting either a 

box that says Font or lists the current font title, and then selecting a new font from a drop-down 

menu). User 2 resorted to editing the HTML code, as this was something he was familiar with, 

and User 1 moved forward until it was one of the final options and found an option to change the 

font when adding a different page. This, as well as some of the other tasks the users struggled 

with, inform the conclusion that WordPress is not the best web authoring tool for an 

inexperienced user. Even users with experience working in the tool in another capacity may 

struggle with creating their own site, as demonstrated with this test, due in large part to features 

not being where the user expected them or unclear navigation/functions.  

 

Recommendations for Potential Users 

 Despite WordPress’s marketing as an easy to use web authoring tool, this usability test 

determined that users with limited experience with such tools may struggle with WordPress, 

primarily due to lack of clear navigation. User 1 almost didn’t complete all of the tasks due to 

having to complete them more than once because she didn’t realize she needed to verify her 

email in order to publish, and she had difficulty finding what she had already created. While 

User 2 was able to change the font eventually, he was only able to do so by editing the HTML 

code, something those unfamiliar with websites may find challenging. Based on the results of 

this test, the authors would not recommend this tool for users with little no experience with web 

authoring tools especially since it does not align with Krug’s First Law of Usability (Krug, 2006).  



 

Future Design Improvements 

● Prompt users to save progress: One design flaw each user experienced was the tool’s 

failure to remind users to save their progress before navigating away from each page. 

Both users did not realize they needed to verify their email address before saving 

progress, and when User 2 did make that realization, he quickly got frustrated with the 

lag time between verifying his email and WordPress recognizing it; quite a bit of his 

progress was lost because he was too impatient for the site to catch up. 

● Information about getting started: Both users were frustrated because they weren’t sure 

about how to navigate through the menu to complete the different tasks. This was due to 

the menu options having different names than they expected or the editing option having 

a different location than they expected. One design improvement would be to provide a 

quick menu about getting started with options about adding a page, editing fonts, and 

other frequently used web authoring options to allow users to learn how to use the site. 
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