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An Evaluation of
Dell Technologies’ E-Commerce UX

Essential Insights for CMOs




Key Findings

SUMMARY

67% of issues were related
to difficulties in finding and
accessing critical features
or information

Innovation Leader
Provides Fragmented
User Journey

67"

Dell Technologies, a leader in computing solutions,

faces significant challenges in delivering an optimized

user experience on its e-commerce platform. Despite its
reputation for innovation and customer-centric solutions, 5 O %
our comprehensive analysis reveals that Dell’s website falls

short in providing a streamlined and intuitive user journey. Key
issues identified include poor information architecture, hidden
critical features, and an overwhelming amount of content. To
gain market share in a highly competitive landscape, Dell must
address these UX shortcomings and align its digital experience
with evolving user expectations.

50% of issues were due
to poor information
architecture

Our analysis uncovers several critical areas where Dell’s digital

17% of issues were
experience could be significantly improved to better align with 1 7%

related to breaking
UX best practices

user needs and enhance overall customer satisfaction.
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RESEARCH METHODS

Heuristic evaluations Usability testing Thematic analysis of findings

DEMOGRAPHICS
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INSIGHT 1

Hidden Comparison Tool
Frustrates Users and Impairs
Decision-Making

%
The laptop comparison feature, which allows users to evaluate different

products side by side, is an essential tool in the customer journey,
especially in a market where many products look similar but offer

varying performance features, capabilities and value propositions.
However, Dell’s placement of the comparison feature—accessible only
through the search bar—severely limits its discoverability and usability. If
a user navigates the site by browsing through categories rather than using

the search function, they may never encounter the comparison tool. This 100% of users had difﬂCU|ty Iocating
is a significant oversight, as users who rely on site navigation to explore .
products are left without a key decision-making tool, impairing their ability the |apt0p comparison feature

to evaluate options effectively.

This hidden placement disrupts the user journey, as it forces users to rely on
memory or external tools to compare products, which can lead to decision
fatigue, frustration, and ultimately, abandonment of the purchase process.
Moreover, it fails to leverage an opportunity to increase user engagement
by encouraging deeper exploration of Dell's product offerings through easy
access to comparison features.

UX RECOMMENDATION
To address this issue, Dell should make the comparison feature more prominent
and accessible throughout the user journey. This can be achieved by placing
the comparison tool on all product listing pages and ensuring it is clearly
visible, regardless of how the user arrives at a product. Additionally, providing
clear instructions or prompts, such as “Compare this product” buttons, directly
on product thumbnails or listing pages, would guide users to this feature more
effectively. By doing so, Dell can enhance the decision-making process, improve user
satisfaction, and potentially increase conversion rates by helping users confidently
choose the product that best meets their needs.

USABILITY TESTING HIGHLIGHTS A
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https://app.usertesting.com/h/WkiCAT8M1ea8s1AvsszP?shared_via=link&share_id=36O65K0wqp  

INSIGHT 2

Buried Technical Specs Create
Barriers to Informed Purchases

Users faced significant challenges in finding detailed technical specifications
such as processor type, memory, storage, battery life, display quality,

etc. on Dell's website, a critical piece of information required for making
informed purchasing decisions.

The current placement of technical specifications on Dell’s product
pages is buried further down the page or hidden under less intuitive
33% of users struggled sections. This makes it challenging for users to quickly find and assess the
: : . specifications they need, disrupting their shopping experience, leading to
to find detailed technical user frustration, uncertainty, perception of a poor shopping experience

specifications for products and potential cart abandonment.

UX RECOMMENDATION

Dell should prominently display technical specifications visibly on each
product page, making them accessible to users without the need for
excessive scrolling or searching. This could be achieved by creating a
dedicated section or tab labeled “Technical Specifications,” positioned
near the product name or image.

Additionally, Dell could use expandable sections or hover-over tooltips
that allow users to see a summary of key specifications at a glance,
while also providing the option to explore more detailed information
if desired. This multi-layered approach would cater to different user
preferences, from those seeking a quick overview to those requiring
in-depth details.

USABILITY TESTING HIGHLIGHTS A
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https://app.usertesting.com/h/4-MS-KYa5U1AsevJpyFZ?shared_via=link&share_id=lElDZMvEBD  

INSIGHT 3

Obscured Warranty Information
Disrupts User Confidence

Users encountered significant difficulties locating warranty details on
Dell's website, as this information is only available after adding a laptop
to the cart. This placement is problematic because it delays access to a
critical piece of information that customers expect to see early in their
decision-making process.

This approach negatively affects the user experience by misaligning with
how users typically want to explore products—evaluating all important 67% of users Struggled to
details, including warranties, before committing to a purchase. The lack of locate warranty details
visible warranty details can lead to frustration and reduced confidence in
the product and the brand. Users may feel that Dell is withholding essential
information, which could cause them to abandon their purchase or seek out
competitors with more transparent websites.

UX RECOMMENDATION

Dell should display warranty information directly on the product pages. By
displaying warranty information prominently on product pages, ideally near the
product details, Dell can improve the shopping experience, build trust, and increase
the likelihood of conversion by ensuring that users have all the information they
need upfront.

USABILITY TESTING HIGHLIGHTS A/
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INSIGHT 4

Lack of Price Transparency Confuses
Users at Checkout

Dell's current checkout process displays only the total cost, without
itemizing the prices of each product in the cart. This lack of transparency

. frustrates users, who typically expect to review and verify the cost of each
17% of users expressed frustration item before completing their purchase. The absence of individual product

with not being able to see individual
product prices during checkout

prices during checkout creates confusion and may cause users to abandon
their purchase out of concern that they might be overcharged or that
important details are missing. This practice represents a fundamental flaw
in e-commerce UX, as clear, itemized pricing is a basic expectation across
all online shopping experiences.

UX RECOMMENDATION

To improve transparency and reduce friction, Dell should display

the prices of individual items and any additional costs, such as taxes
or add-ons, alongside the total cost. This change would allow users

to confirm their order details easily and proceed with confidence,
ultimately enhancing the user experience and increasing the likelihood
of successful conversions.

USABILITY TESTING HIGHLIGHTS A
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INSIGHT 5

Overwhelming Content Clutters
Navigation and Hinders User Flow

Users felt overwhelmed by the excessive amount of information
presented on Dell’s website, which significantly hindered navigation

and decision-making. Key areas like the checkout process, product
pages, and homepage are cluttered with too much content, often poorly
organized. The homepage, in particular, suffers from an overload of
videos, moving elements, and competing messages that make it difficult
for users to focus and quickly locate the details they need.

This overload of information creates cognitive fatigue, where users 67% of users felt overwhelmed
become mentally exhausted by trying to process too much content at once. by the volume of information
As a result, they struggle to navigate the site effectively, feel frustrated, .
and are more likely to abandon their journey before completing a purchase. presented on the Dell website

This not only diminishes user satisfaction but also reduces Dell's chances of
converting visitors into customers. A more streamlined approach to content
presentation is necessary to improve the overall user experience and guide
users more efficiently through their decision-making process.

UX RECOMMENDATION
Dell should simplify and organize the content across its website into clearly defined
sections to reduce cognitive load and improve the user experience. Prioritizing
essential information and removing or limiting the number of videos and other
dynamic elements on the homepage will help users focus on key details more easily.
By presenting content in a clean, structured manner, Dell can make navigation more
intuitive, facilitate quicker decision-making, and ultimately increase user satisfaction
and conversion rates.

USABILITY TESTING HIGHLIGHTS A
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INSIGHT 6

Complex UX Design Drives
Users to Competitors

Dell’'s website is perceived by users as more complex and less intuitive
than its competitors. This perception stems from a user experience that
is not as streamlined or user-friendly, causing frustration and increasing
the cognitive effort required to complete tasks. With major players like
Apple already winning in the minds of consumers by offering superior

0 :
17% of users believe that digital experiences, Dell’s subpar UX can be damaging. Users may feel

competitors, particularly Apple and dissatisfied with their experience on Dell’s website, making them more
Microsoft, offer a more simplified

likely to seek alternatives that offer greater ease of use and a more
) i seamless interaction.
and user-friendly experience

UX RECOMMENDATION

Dell should rethink and revamp its UX design to better align with user
expectations and meet competitive standards. By streamlining the
user experience and addressing key pain points—such as simplifying
navigation, reducing complexity, and improving overall intuitiveness—
Dell can enhance usability, improve customer satisfaction, and
effectively compete with industry leaders like Apple and Microsoft.
This strategic redesign will help position Dell as a more user-centric
brand, attracting and retaining customers who prioritize seamless and
efficient interactions.

USABILITY TESTING HIGHLIGHTS A
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CONCLUSION

Our in-depth evaluation of Dell Technologies’
e-commerce platform reveals several critical areas
for improvement to enhance the overall user
experience. Key challenges, such as difficulty finding
essential features, lack of clear and accessible
product information, overwhelming content, and

a perceived inferiority compared to competitors,
significantly impact user satisfaction and conversion
rates. To remain competitive in a market where user
expectations are shaped by industry leaders like Apple
and Microsoft, Dell must prioritize a more intuitive,
transparent, and user-friendly design.

By implementing targeted changes—such as enhancing
the visibility of key features, simplifying content,
providing clearer pricing and warranty details, and
revamping the overall UX design—Dell can reduce
friction, build trust, and deliver a seamless user
experience that aligns with customer needs and
competitive benchmarks. These improvements will not
only increase customer satisfaction and retention but
also strengthen Dell’s position in the market as a leader
in delivering exceptional digital experiences.
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