
SQUARESPACE
USER  EXPER IENCE  ANALYS IS  &  PROPOSAL  



UX Pain Points

I  have  been  able  to  identi fy  two  main  points  on

Squarespace  based  on  user  experience  research  and  a

gueri l la  usabi l i ty  test .  The  f i rst  pain  point  i s  customer

service ,  users  f ind  the  long  wait  t imes  and  lack  of

engagement  f rustrat ing .  The  second  pain  point  i s  how

users  feel  misinformed  about  auto -bil l ing .  
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Billing - UX Examples



Goal
The  goal  of  the  test  was  to  determine  user  experience

pain  points  on  the  Squarespace  website  in  terms  of

pricing  and  bil l ing  information .  I  wanted  to  see  how  much

research  a  user  wil l  typical  do  before  purchasing  the

product .  

Task
The  task  given  to  users  was  to  go  through  the  process  of

upgrading  a  Squarespace  account  f rom  a  f ree  tr ia l  to  a  

website  plan * .  Users  were  var ious  questions  asked  about

how  the  pricing  and  bil l ing  information  was  presented  to

them .  

 

*Note  users  tested  did  not  actual ly  purchase  plan .  

Guerilla Usability Testing 



Key Findings

Users  rarely  hovered  the  l i sts  under  each  

payment  plan  to  f ind  the  detai led  

information

Many  scrol led  past  the  informational  box  

about  the  auto -renewal  process .  Most  

users  skipped  to  cl ick  the  subscr ibe  

button  

When  asked  about  the  refund  pol icy  

most  users  said  they  did  not  see  

information  about  refunds    



Solution
Many users will not go through the steps to find the most detailed 

information about the pricing and billing. However several users 

expressed that notification of the auto subscription plan could be 

better. Since Squarespace already utilizes pop up dialog boxes 

implementing this for the auto-renewal information will create a 

better user experience. A dialog box that appears when the user 

scrolls down to the bottom of the screen to subscribe will focus 

user's attention to this information. Allowing users to feel like they 

have made an informed decision before they click subscribe.



Design Suggestion
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Customer Service - UX Examples



Several  users  complained  about  the  long  wait  t imes  to  

communicate  with  customer  service .  Implementing  

chatbots  could  do  a  lot  to  reduce  wait  t imes .  Chatbots  

can  provide  answers  to  commonly  asked  questions .  

Although  many  customers  requested  phone  support  

chatbots  may  reduce  the  numbers  for  this  request .  

Chatbots  abi l i ty  to  answer  s imple  questions  wil l  f ree  up  

support  staff  to  answer  more  complex  questions .  This  

makes  chatbots  a  more  cost  effect ive  choice .  Users  do  not  

want  to  be  directed  to  an  FAQ  section  they  want  quick  

responses ,  interact ion  and  engagement .  Chatbots  can  

provides  this  and  a  better  user  experience .  
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