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Summary of review 

Below is a summary of the main findings in this review of the new House of Fraser website. More detail and 

illustrations of the points raised can be found throughout the document.  

Homepage 

- Overall the new House of Fraser site has minimal content giving it a simple clean design creating a visual 

impact. 

- Background images are used on the homepage and form part of automatically cycling carousel. 

- 3 panels appear at the bottom of the page each display different content. 

Header and Navigation 

- The top navigation appears simple in the first instance with only 4 categories but appears confusing after 3 

clicks. 

- The naming conventions used for the header links are meaningful. 

Category landing page 

- The design is simple with minimal content giving it a visual impact. 

- The contrast of the panels and left hand navigation increases when the user hovers over them.  

- ‘Just In’ panel gives the impression of new items on the site. 

- All category pages have 3 boxes at the bottom of the page which vary in content. 

Product listing page 

- Pagination and sorting tools are different on top and bottom of the page. When refining using the left hand 

navigation the page re-loads very slowly. 

- Rolling over product images on the Product list page display lifestyle image.  

- House of Fraser have already introduced star ratings. 

Product detail page 

- Delivery methods are always visible on the product detail page.  

- If users review the products they have recently brought they are entered in a free prize draw. 

Checkout process 

- The mini basket is too large and could cover important parts of the page. 

- The add to basket feedback message overwrites the previous message. Quantity is never displayed. 

- ‘Add later’ button on the basket page allows the user to buy product at a later date. 

- Basket page allows the user to purchase with PayPal account. 

Sign in  

- The sign in page has two panels, one to sign-in and one to register. This could be misleading as the user 

might start typing into the sign in box on the left without reading the instructions. 

Collect in store 

- Users can search for House of Fraser collection points by postcode search, store listing or clicking on a 

Google map with location points. 
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Customer service page 

- The page is much simpler with bulleted information and clearly formatted text. 

Mobile 

- House of Fraser mobile site is currently being redesigned. The previous mobile site was built by Usablenet, 

also behind the mobile sites of Tesco, M&S and John Lewis.  

 

Accessibility 

- House of Fraser does not have accessibility skip navigation link. When screen readers open the page they 

will hear the navigation being read each time the page reloads.
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Homepage 

 

Large background images are displayed on the homepage which automatically animate through a cycle and form 

part of the carousel. This approach is strong and attracts the users attention. 

3 panels appear below this large carousel. The ‘What’s new?’ section displays new developments on the site and 

any new products.  

The ‘Latest Offers’ panel has a list of ‘Top Searched’ keywords which help the user understand what other 

popular products customers are searching for. 

‘Top Reviewed’ panel has 4 products and has no ratings and reviews. It is not clear how they have been selected 

to be top reviewed items. 

Generally the homepage has a clean and simple design. 
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Header and navigation 

 

 

 
- The links at the very top of the page are clear to understand. The ‘hello stranger’ is a link to the 

sign-in page. This word is replaced by the users name after they have logged in. 

 
- The top navigation initially looks simplified with only 4 main category links. The flyout drops down 

when rolling over the links. 

- The flyout does not show the sub category pages but the names of categories. At this stage it is 

hard to find out what specific products are available. When rolling over top navigations on John 

Lewis site the user can see all the sub categories without any clicks. 

- The category headers are not clickable. 
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Navigation drop downs 

 

 

 
- The large menu flyout that displays the product sub-categories only appears after the user has; ‘rolled 

over the main navigation, selected/clicked a category, then rolled over a subcategory.  

- To see other categories the user will have to go back to the top navigation and perform 3 actions 

again. There are too many steps to see all the pages and can be difficult to find. The user has to use 

the navigation a few times to learn how to use it. 

- The flyout links for a category do not 100% correspond to the left hand navigation for that category.  
i.e. some links are only visible in flyout and not on category landing page. 

 

 
- The arrangements of the links after 3 clicks looks awkward and conflicts with the way the breadcrumbs are 

displayed. 
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Category landing page 

 

 - The category pages are simple with minimal content. The pages are shorter and the main content is 

above the fold (1280x1024). This helps focus the users attention around key messaging/sub category 

options. 

- House of Fraser category landing pages have a different style and design from more ‘conventional’ 

competitors (e.g. Marks and Spencer’s and Debenhams).  

- A large photo is displayed as a background image. The large photo overlaps other content on the site 

- which could distract the user when they are performing a task. The main link on the category landing 

page doesn’t go to products related to the image. 

- John Lewis category landing pages displays hero images with corresponding links that take 

user to the relevant product. 

 
- Side navigation links are only visible when the user clicks on a category page. The links are 

separated into sections. It is hard to tell how they have been grouped. 

- The user has to click one of these links to see the product listing page. This page is a unnecessary 

barrier between the category and product listing page. 

- The John Lewis site combines main category landing pages and product listings on the left 

hand navigation. 

 
The ‘Just in’ panel gives the impression new products have been launched on the site. No prices are 

displayed.  

1 

2 

1 

2 

3 



 
8 

 
- All category pages have 3 boxes at the bottom of the page. Each vary in content depending on the 

category page the user is on. 

- The design of these boxes are clean with strong call to action titles. 

- The links on the boxes drive the user back into different areas of the site. This helps the user stay 

on the site longer with the potential to purchase items. 
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Product listing page 

 

 

 
The hero module provides an indication where they are on the site. The lifestyle image and copy 

provide some inspiration and advice to the user.  

 
- Pagination and sorting tools have different functions at the top and bottom of a product listing 

page.  

- The user can only navigate to individual pages if they use the bottom pagination. This means 

they have to scroll to the bottom to see the next page or modify the items per page toggle. 

- When using the pagination and sorting tools the page re-loads slowly. This can be frustrating 

for the using when they want to see refined products quickly. 

- Pagination and sorting tools on the John Lewis site have the same function when they at 

top and bottom of the page. Products refresh quickly without the loading the full page. 

 
- Rolling over a product displays a lifestyle image allow a customer to see a model in a lifestyle 

setting.  

- This is a strong call to action which could potentially entice the user to click through to the 

product page. Whilst this could be a beneficial feature not all products have a roll over image 

which could be misleading for the user. 

- Clicking a swatch colour on the product search results/listing page takes user to a product page 

with the relevant colour selected. This journey could feel a bit abrupt for the user and 
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unexpected. 

- The star rating are visible under each product. Not all products have star ratings this could 

potential give a negative message to the user. Items with no reviews could have stars removed 

with a call to action to link e.g. ‘rate this’ this may encourage reviews. 

- The product listing page on John Lewis site allows the user to see the products in 

different colours on product listing page without redirecting to the product page. 
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Product listing page navigation (2) 

 

 

 
Users can navigate using clickable alphabet letters which 

jumps to the relevant brand.  

 
It could feel a bit un-intuitive to the user to refine products 

with star rating of 1 or 2. i.e. wouldn’t users prefer to just 

view ‘highest rated’ rather than ‘mid/low rated’.  

 
The left hand navigation could be difficult to use on and 

iPad for the reasons below: 

- Checkboxes are too small to click 

- Links are to close to together. The user might click 

the wrong link by accident. 

- The scroller could be too thin to use for touchpad 

users. 
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Product detail page 

 

 
- The product image is small and hard to see the detail for some items. However the user can 

see a larger image by clicking on the zoom link.  

- The zoom link could be missed by some users and does not have enough prominence. 

 
Key information like product code, review links and ask a question button are in small text which is 

hard to read and will be difficult to click on an iPad. 

 
The site offers an incentive to win free prizes for users who write reviews of products that they have 

recently purchased. 

 
If the user clicks on a product on the right hand side they are taking away from the main product page. 

This could potential drive them away from a high value items. 
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Zoom overlay 

 

 

- The first image in the thumbnail carousel on the product detail page is always displayed by default in the 

zoom overlay if the thumbnail is clicked.  

- Some items do not have zoom or have limited amount of ‘zoom in’.. This can be frustrating as the zoom 

button is enabled and the user can not see the detail of some products. 

- Clicking the image with the mouse will ‘zoom in’ however there is no mouse interaction to ‘zoom out’. The 

user could expect this as they clicked to ‘zoom in’.  

- The large image overlay on John Lewis site remembers the thumbnail the user clicked on the 

product detail page and displays it on the overlay. The product detail page can have more than 3 

thumbnails in the sliding vertical carousel. 
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Products out of stock 

 

 
If an item is out of stock  the radio button will appear disabled. If it is clicked the page will display all out of stock 

visual elements described below. 

 
The swatch colour will have a cross inside if the user clicked on a size which is out of stock. 

 
Out of stock items will have a white banner on the product with a message.  

 
‘Add to Bag’ button will always remain disabled for items which are out of stock. 
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In stock message 

 

 

 
Selecting a size with items in stock will show stock availability. 
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Product detail page - delivery methods 

 

- The delivery panel appears underneath the ‘Add to bag’ button. If a product is not available the icons colour is 

reduce with a cross next to it.  

- Delivery concerns can be a key factor in deciding to purchase an item 

- Delivery methods are hidden inside tabbed containers on the John Lewis site.  

 

Product detail page - information box 

 

- On most occasions there are only 3 tabs inside the information box which are consistent throughout the site. 

- Each tab contains bulleted information with short paragraphs. This type of text format is easy to read and quick 

to understand. 

- Tab containers on John Lewis site can have more than 3 tabs. Often the tabs have large quantity of text 

with PDFs that open in a new window. 
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Product detail page - review and Q&A 

 

 

 
The reviews and Q&A are combined into one tabbed container.  This is ideal for the user as they know where to 

find user-generated content 

 
The user can publish there comments on social media platforms such as Facebook or twitter.  
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Purchasing process 

Mini-basket 

 
 

 
The mini basket is very large and covers parts of the product page. This can be problematic as it could 

potentially obscure important information/content. John Lewis provides a small mini basket which does not 

cover the content of the page. 

 

 

 
- Clicking the ‘BAG’ button links to the checkout page. The name of the button is misleading and should be 

given a convention name like ‘checkout’.  It is not clear the ‘BAG’ is a button due to the way it has been 

designed.  

- Checkout buttons on the John Lewis mini basket have meaningful names and are designed to appear 

to look like clickable buttons. 

 

Feed back messages 

 

 
- Each time a product is added to the basket a feedback message is displayed.  However each time a new 

product is added (different SKU’s of one product) the previous feedback message is over-ridden.  

- This can be confusing to the user as they might think previous items weren’t added. 

- Feedback message on John Lewis includes the full SKU and quantity of an item added to the basket. 
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It also retains all feedback messages from added items on the product page. 
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Basket page 

 

 

 
The ‘Save for later’ button allows the user to buy at a later day. This function can only be used if the user has a 

login account.  John Lewis has a similar wishlist feature which will soon be live on the site. 

 
Items which the user has decided to ‘Save for later’ are displayed here. These items can be either removed, 

deleted or moved to the main shopping basket. John Lewis does not offer this service in the basket page. 

 
The user can add a promotional code in this field. This will help to see what discount they are getting. John 

Lewis does not offer this service in the basket page. 
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Sign in 

 

 

 

- The sign in page has two panels, one to sign-in and one to register. This could be misleading as the user 

might start typing into the sign in box on the left without reading the instructions. 

- John Lewis sign information appears inside an overlay and the register and sign in sections are 

clearly visible. 

 

Buy items without login in 

 

 

The user can purchase items without creating an account but they must provide a valid email address. The 

page allows the user to either sign in using an existing account, create a new account or checkout without an 

account. 
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Delivery address page 

 

 

 
Clicking this button takes the user to another page where they can select a store by using a search field, 

selecting from a list or using Google maps.  

 

 

Clicking the ‘Collect form House of Fraser Store’  link opens an overlay with a list of store locations. 

John Lewis allows the user to select region and shop name. The user can then click a link which 

will display address and opening times of the store they selected. 

 
Clicking the ‘Check all Delivery Options and Prices’ link opens an overlay with information about delivery 

addresses for UK and Ireland. 
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Payment method 

 

 

 

 
The card details field only appears after a card type has been chosen. An image of a card appears to 

next to the field. This gives the user reassurance they have chosen the right card. 

 

 

The user can also pay with a PayPal account. Selecting this options takes the user to a PayPal page 

with House of Fraser branding. This method of payment is not available on the current John Lewis 

site. 

 
The ‘Continue To Confirm Your Order’ button is disabled until the checkbox is checked next to the 

‘Terms and Conditions’ link. This functionality is not available on the John Lewis site. 
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Collect in store 

 

 

 

 
The user can search for the nearest store by entering postcode or town name. Additionally they can 

select a store from the drop down list.  

 

 

A list of House of Fraser stores are listed in this column alphabetically. If the user checks the radio 

button the Google map displays the location and address in a white box. This type of store location is 

currently not available on the John Lewis site.  

 
Google map can be also be used to locate a House of Fraser store. Clicking a location on the map 

highlights the address on the left hand column. This type of store location is currently not available 

on the John Lewis site. 
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Customer service page 

 

 

 
House of Fraser customer service contact details can be found at the top of the page. 

 

 

The user can navigate through all the customer service information in this tabbed container. The pages 

are simple with adequate information. John Lewis has a great number of pages in the customer 

service section. 
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