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Zara, a leading global fashion brand and one of the 
largest retailers worldwide, has long been celebrated 
for its trendsetting designs and rapid inventory turnover. 
Yet, beneath this veneer of sartorial success lurks a less 
glamorous reality: a website that fails to meet the high 
standards of today’s digital consumer. In an era where 
online presence is paramount, Zara’s digital interface has 
come under scrutiny for its failure to provide an optimal 
user experience (UX).

We conducted a comprehensive analysis of Zara’s digital 
ecosystem, revealing critical pain points that disrupt the 
online shopping journey. These flaws not only hinder user 
satisfaction but also cast a shadow on Zara’s reputation as a 
forward-thinking fashion leader.

Our findings highlight the stark contrast between Zara’s 
esteemed market position and the actual digital experience.

SUMMARY

Leading in Style, 
Lagging in Digital 
Experience

Key Insights

of the identified issues stemmed 
from usability concerns, 
highlighting challenges in the user 
interface and interaction design

75% 

of the issues were related to 
failure to meet accessibility 
requirements and best practices 10% 

of the issues were related to 
poor information architecture 
and website structure15% 
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Heuristic evaluations Usability testing Thematic analysis 

RESEARCH METHODS

DEMOGR APHICS

40%  

MaleFemale

60%  

27 – 37Age range $40k – $174kIncome range

50%  

Desktop Mobile

50%  
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INSIGHT 1

Zara’s Website Design is 
a Barrier to Effective  
Product Discovery 
Zara’s website faces significant challenges with its web 
design, which negatively impact the customer’s browsing and 
shopping experience. One of the most notable issues is the 
unconventional approach to product display and navigation.

When visiting the Zara website, users expect a straightforward, 
category-based browsing experience, enabling them to quickly 
peruse and select products. However, contrary to these 
expectations, the website layout has oversized, dominating 
imagery that disrupts the user flow, making it challenging for 
customers to efficiently locate and understand the full range of 
Zara’s offerings.

The user’s journey is further complicated upon reaching a specific 
product page. Instead of seeing standard product details, users are 
met with additional large, overwhelming images as they scroll. This 
unexpected and unconventional structure introduces unnecessary 
complexity, reducing intuitiveness and potentially leading to 
frustration for customers that want to see the variety of products 
Zara has to offer. Such design elements, while visually striking, pose a 
significant barrier to effective product discovery on Zara’s platform.

USABILITY TESTING HIGHLIGHTS  

of users expressed frustration with 
Zara’s online shopping experience

77% 

https://app.usertesting.com/h/CmhFQPTxyH7X_Lpds2aG?shared_via=link&share_id=1UidiPmKM1
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INSIGHT 2

The Impact of Sacrificing 
Usability and Accessibility  
for Design 
In Zara’s quest to present a sleek, minimalistic website design, they 
compromise crucial aspects of user accessibility and functionality.

A primary concern is the subtle placement of essential website 
features, such as search, filters, and categories. Their discreet 
positioning makes it difficult for users to find quickly, hindering 
efficient navigation and creating a disjointed browsing experience.

Another critical issue is the font size used across the website. 
The small and illegible text poses a readability challenge, adding 
to user frustration. The font choice, while consistent with 
minimalistic design principles, negatively impacts the practicality 
of the website, making it less user-friendly.
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Navigational Hurdles 
Disrupt the Standard 
E-commerce Flow  
Zara’s website struggles with another critical issue in its 
navigational structure, diminishes the user experience. When 
users select a primary menu item, they are transitioned to a 
horizontal scroll for the remaining items. This shift from the 
typical vertical navigation disrupts the expected uniformity 
and can confuse shoppers who are accustomed to more 
standardized navigation structure.

The way secondary navigational items are presented adds 
another layer of complexity. The cluttered and overwhelming 
display of options can lead to cognitive overload, making it 
challenging for users to effectively process and select from the 
available choices. This design inadvertently complicates, rather 
than facilitates, the decision-making process.

Additionally, the website restricts users who want to browse broad 
categories, such as men’s or women’s clothing. Instead, users 
must select more specific sub-categories. This makes the browsing 
experience more cumbersome for those who want to view a wider 
range of items within a single, broader category and can be seen 
as a limitation for users who prefer a more general overview of 
products rather than a more targeted approach.

INSIGHT 3

USABILITY TESTING HIGHLIGHTS  

of users struggled with 
the navigation menu 

80% 

https://app.usertesting.com/h/1ysGzj8WfKdFA8nSh_Xv?shared_via=link&share_id=kRxXcRUc6H


UX EVALUATION OF Z AR A  |  7

INSIGHT 4

Hidden Sizing Details  
Deter Purchases
A fundamental element of online fashion retail is enabling 
customers to easily determine product sizes. However, Zara’s 
website falls short in addressing this essential need, creating a 
significant obstacle in the customer’s decision-making process.

The size guide is discreetly placed within Zara’s website and 
it ’s designed in a very small font size, making it very easy to 
overlook, especially on mobile devices where screen sizes are 
much smaller. As a result, users miss essential details, leading 
them to spend additional time searching for them on the site.

This issue of sizing is further complicated by the fact that size 
charts are not provided for all products. This inconsistency 
adds a degree of uncertainty for users, as they cannot 
reliably find sizing information for each item of interest. This 
unpredictability in the availability of size guides not only 
complicates the shopping experience but also casts doubt on 
the reliability and accuracy of the sizing information provided, 
undermining the customer’s confidence in the site.

USABILITY TESTING HIGHLIGHTS  

of users expressed 
disappointment that key product 

features are missing from the page

60% 

https://app.usertesting.com/h/46JVkw7pyBfBi-yK87W6?shared_via=link&share_id=d2hiU5u43V
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INSIGHT 5

Ineffective Search 
Functionality Erodes User 
Confidence 
Zara’s search functionality suffers from poor UX due 
to its inconspicuous placement and an algorithm that 
yields irrelevant results. This leads to user frustration and 
inefficiency. For instance, a search for specific items like 
jackets might result in unrelated products like shoes being 
displayed. This misalignment between the user’s search intent 
and the results not only impedes the shopping experience 
but also reduces the effectiveness of the search function. 
Further compounding the issue is the absence of features like 
autocomplete or suggested searches, which are standard in 
e-commerce, making the search process more cumbersome and 
time-consuming for users.

In addition, the lack of easily accessible filters in the search results 
further complicates the user experience. Shoppers who want to 
refine their search based on specific criteria such as size, color, or 
price face difficulty, as these options are not readily available. This 
becomes problematic for customers who are not ready to make 
which can be immediate purchases or those who wish to explore the 
site more extensively.

USABILITY TESTING HIGHLIGHTS  

of users found the search function 
ineffective to find desired products

65% 

https://app.usertesting.com/h/aXkxs6dCBVDKzYrVJgFx?shared_via=link&share_id=xveAP6uIse
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INSIGHT 6

Missing Customer Reviews 
Diminish Trust and Disrupt 
Shopping Journey
The absence of customer reviews on Zara’s product pages creates 
a notable gap in the online shopping experience. This lack of 
customer feedback can lead to uncertainties about product 
quality and fit, causing potential customers to hesitate in making 
purchases. Without the reassurance and insights typically provided 
by peer reviews, users may question the product’s transparency 
and authenticity, diminishing their trust in the website.

Furthermore, this gap in customer feedback often compels users 
to seek reviews elsewhere, taking them off of Zara’s website. This 
diversion not only disrupts the shopping journey but can also 
result in lost sales opportunities. As customers search elsewhere 
for reviews, they might find alternative products and retailers, 
potentially leading them to purchase from competitors.

USABILITY TESTING HIGHLIGHTS  of the users expressed disappointment 
at not finding customer reviews for 

selected products

100% 

https://app.usertesting.com/h/qU83TU2szTVW6Mb9tsZy?shared_via=link&share_id=hURhU2z4we
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INSIGHT 7

Zara’s Lack of User 
Recovery Options Amplifies 
Navigational Flaws
Zara’s website lacks crucial navigational aids like breadcrumbs 
and error recovery options, which leads to user frustration and 
impatience. The absence of these features makes it challenging 
for users to retrace their steps or correct accidental clicks, 
disrupting their intended browsing journey. This shortcoming 
undercores the need for a more intuitive and user-friendly 
navigation experience on Zara’s platform.

USABILITY TESTING HIGHLIGHTS  

of users expressed a desire for a more 
seamless and user-friendly navigation 

experience after they made an unintended 
click on the website

60% 

https://app.usertesting.com/h/x_BfqqxYNgQ9y-ykwMCZ?shared_via=link&share_id=oHE0FSveus 
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INSIGHT 8

Zara’s Emphasis on Style vs 
Site Speed Risks Conversions
The excessive use of heavy graphics on Zara’s website led to 
slow website load times, as well as frequent failure of images 
loading during product browsing, which significantly hinders 
user engagement and the overall website experience. This issue 
is particularly pronounced on the homepage, causing confusion, 
and deterring further exploration. Additionally, the prolonged 
loading times have been linked to higher bounce rates, as users 
tend to leave the site before fully interacting with its content. 
Mobile users, in particular, experience even longer load times, 
exacerbating their frustration and negatively impacting their 
browsing experience.

USABILITY TESTING HIGHLIGHTS  

of users expressed frustration when 
slow loading times caused delays in 

accessing website content

55% 

https://app.usertesting.com/h/uYVAz1vAKFnxHt61tWVx?shared_via=link&share_id=B0InxpDF7V 
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Zara’s UX Pitfalls as a  
Guide for Digital Strategy 
This extensive analysis of Zara’s digital platform underscores 
a critical dilemma in balancing aesthetic allure with functional 
efficiency. While Zara has successfully established itself as a 
fashion powerhouse, its digital presence falls short in several key 
areas that are crucial for an optimal online shopping experience. 
The findings from our research reveal significant gaps in user 
experience, navigation, and functionality, all of which are 
detrimental to user engagement and satisfaction. By redefining 
their online UX strategy to focus more on usability, accessibility, 
and customer-centric features, Zara can ensure that its digital 
experience is as compelling as its fashion offerings. Failing to do 
so not only risks customer loyalty and brand reputation but also 
could lead to a decline in online sales. The opportunity lies in 
creating a seamless, intuitive, and satisfying digital journey that 
matches the sophistication of Zara’s in-store experience, thereby 
aligning the brand’s overall promise of style with substance.

By learning from Zara’s experience, businesses can proactively 
refine their digital platforms, ensuring they don’t fall behind  
user expectations.

CONCLUSION
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