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Introduction 

¤  The overall objective of the usability study was to better understand how users 
interact with the online ordering function of the Papa John’s website: 

¤  Understand customer goals and use cases. 
¤  Determine unmet customer goals and gaps in their expectations. 
¤  Identify bugs and find usability issues to inform later tests. 
¤  Validate current design decisions. 
¤  Understand how customers interact with different options. 
¤  Understand customer frustrations and successes. 

 

¤  In the end, users expect to be able to select the store they 
want to order from, add pizzas to that order by customizing 
what they want, and check out easily and quickly. 
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Methodology 
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PARTICIPANT	
  

SCREEN	
  CAPTURE	
  

MODERATOR	
   UPLOADED	
  TO	
  

¤  Each moderator was provided with the same script of tasks and instructions to 
conduct with their participant.  

¤  Participants were told to think aloud and mention their impressions of what they were 
doing as they went through the different pages in the flow. 

¤  Moderators recorded the session with the participant of their choice and 
uploaded it to KSUtube 

¤  Moderators listed whether or not the participant had ordered online before so 
the research team could select participants for the appropriate group. 



Website Information 
¤  Participants used the Papa John’s online ordering experience. Pages seen: 

¤  Home 

¤  Address/Store selection 

¤  Menu 

¤  Pizza customization 

¤  Email/text coupon sign up 

¤  Customer service information 
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Participant profiles 

¤  5 participants 

¤  4 male, 1 female 

¤  All young adults 

¤  All 5 have ordered online before. 

¤  4 participants ordered for both delivery and pickup before, and 1 only 
ordered for pickup. 
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Participant tasks 

¤  As a warm up exercise, participants were asked to use Google to find 
pizza options that were close to them and comment on the range and 
array of choices that came up. 

¤  Participants were then directed to PapaJohns.com and told to order 3 
pizzas for a party. These included: 
¤  Mushroom and Pepperoni 
¤  Half onion, Half sausage, Light sauce 
¤  A specialty pizza 

¤  Participants were then asked to figure out how to sign up for email 
discounts and deals without registering for an account.  

¤  Finally, participants looked for corporate contact information to report 
a poor pizza experience. 

¤  Throughout, follow up questions were asked to get the participant to 
talk about the site and how it compared to what they have used in the 
past. 
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Executive Summary 

¤  Overall, participants were able to use the site to add 
pizzas to their order, sign up for coupons, and find 
corporate contact information 

¤  However, this wasn’t without roadblocks. Participants 
either struggled to complete their tasks or had difficulty 
understanding certain parts of the process. 

¤  To that end, the site did not completely match the 
expectations users had for ordering pizza online. 
¤  The customization experience was slow/clunky, and didn’t 

allow users to get what they needed quickly 

¤  Participants performed these tasks fairly consistently, and 
there was little to no variation in what they did to 
complete each task. 
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Positive. Recommendable approach; a feature that users like.  

Minor. Small problem that does not seriously affect the results but makes 
the user hesitate for a moment. 

Major. Problem that causes confusion or irritation. Users must take effort 
to bypass the problem, but most are able to recover.  

Critical. Users can not accomplish the task because of the problem. 

Functional problem. Bug. 

Site Metrics and Information. Data used to support the usability findings. 

Legend 
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Findings – Adding Pizzas to Order  
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Once participants arrived 
at the site some were 
required to enter their 
address to find their local 
store if they hadn’t used 
Papa Johns before. This 
was expected and 
worked for them. 
 
One participant could not 
figure out how to begin 
and was clicking “Menu” 
multiple times and nothing 
was happening. 
 
All participants reached 
the menu page and 
realized they needed to 
click “Add and 
Customize” to make the 
pizzas they wanted since 
they were not listed. 

This is kinda cool, 
the university 

[address type]… I 
don’t remember 
Dominos having 
that. –P2 (5:47) 

It’s just showing me the 
most popular, I don’t know 

how to just get a 
mushroom and peperoni 

pizza… I guess I can create 
my own. –P5 (6:46) 



Findings – Adding Pizzas to Order  
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Once participants got to this screen, they 
were able to add items to their pizzas with 
little to no issue. 
 
However, opinions about the animation 
were mixed. One participant really liked 
it, and one disliked it. No one 
commented/saw the link that disabled 
the animations. 
 
2 participants commented that they 
could barely see the toppings when they 
landed on the pizza. 
 
Most participants mistook the “Sauce” 
dropdown under the pizza as the portion 
selector. Few scrolled right away to find 
the other options at the bottom of the 
page. 
 
All participants were able to add the 
pizzas to their orders, but some 
commented on wanting the ability to 
add multiple pizzas at once without 
having to return to the menu.  
 
Participants were split on how Specialty 
Pizzas worked. Some were glad they were 
brought to the customization page to 
edit the pizza, and others just wanted it to 
be added to the order right away. 

It’s kinda hard to see [if 
the onions] are even on 

there or not. –P1 7:43 

It’s kinda cool that they 
offer specialty pizzas 

and allow you to add 
more to it. – P2 9:39 

I didn’t notice these 
additional options 

down here. –P3 7:38 

I just want a mushroom 
and pepperoni pizza, I 

don’t know why it’s 
animated – P5 7:00 



Findings – Getting Coupons 
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All participants found the link to the 
Email & Text Deals in the upper 
navigation across the whole site. 
 
Participants were mixed on 
understanding exactly what would be 
sent, and how often they would 
receive emails. Some were concerned 
about getting too much spam. 

I would expect to get coupons and 
deals. –P4 11:40 

I don’t see how it could be much more 
simpler than this… Hopefully I won’t receive 
too much stuff, I don’t really like newsletters. 

– P1 12:16 

It looks like they are going to send me a lot 
of emails. I don’t like that much 

communication. Even if I like you as a 
company, once a week is enough .  

–P3 14:38 



Findings – Contacting Corporate 
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All participants found the link 
Customer Service in the footer of the 
site. 
 
Some participants were unsure what 
information to use; the feedback form, 
or the “Online Ordering” number 
toward the bottom of the page. 

The name of it is kind of misleading. It may 
not pertain to Online Ordering Customer 

Service… if it’s not related to that I am not 
sure if I’m supposed to call this number or 
not, but it’s the only one here so it’s what I 

would go with . –P1 14:37 

I want something immediate. I would want to 
get on the phone… I would like a chat 

function.  –P3 15:55 

I’d either fill out this feedback form or call this 
online ordering customer service… it looks like 

the only number besides the local one  

–P4 12:06 



Recommendations & Follow Up Research 
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¤  Consider testing the customization page without the 

animations. 

¤  Consider an option to either add a pizza to an order and 

go directly back into the customizer to create another 

pizza, or return to the menu. 

¤  Clearly outline what, and how much, communication will 

be sent out when signing up for deals and promotions. 

¤  Label contact information with a general title, or provide 

multiple means of contact for different services/issues. 



Participant List/Links to 
Videos Used 

Appendix 
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q  P1 – http://ksutube.kent.edu/watchpwvid.php?playthis=714lqts6h  

q  P2 – http://ksutube.kent.edu/watchpwvid.php?playthis=z15t3yyh0 

q  P3 – http://ksutube.kent.edu/watchpwvid.php?playthis=g4e235h33 

q  P4 – http://ksutube.kent.edu/watchpwvid.php?playthis=i7u3gz041 

q  P5 – http://ksutube.kent.edu/watchpwvid.php?playthis=l55u6470q 



Notes from all participant 
sessions 

Appendix 
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P1	
  –	
  Greg	
  -­‐	
  Male	
  
	
  
Pretask	
  Qs	
  

• Yes,	
  definitely	
  
• Half	
  delivery,	
  half	
  pickup	
  
• Delivery:	
  if	
  weather	
  is	
  bad,	
  lazy	
  
• Pickup:	
  Closeby	
  places	
  
• Typical	
  order:	
  LG	
  pep/saus	
  and	
  few	
  drinks	
  
• Experience:	
  “It’s	
  okay,	
  not	
  bad.	
  Sometimes	
  I	
  order	
  over	
  the	
  phone”	
  

	
  
Task	
  1	
  (Mushroom	
  Pep,	
  Half	
  Onion/Half	
  Sausage/Light	
  Sauce,	
  Specialty)	
  
	
  

• Clicks	
  menu	
  
• Clicks	
  add	
  and	
  customize	
  because	
  it’s	
  the	
  easiest	
  
• “Sometimes	
  the	
  text	
  is	
  a	
  little	
  bit	
  hard	
  to	
  see.	
  And	
  some	
  of	
  the	
  graphics	
  when	
  you	
  add	
  the	
  

ingredients,	
  like	
  when	
  you	
  add	
  onions	
  you	
  can’t	
  really	
  see	
  if	
  it	
  is	
  added	
  or	
  not”	
  
• Adds	
  pep,	
  Adds	
  mushroom,	
  Adds	
  to	
  order	
  
• Continue	
  shopping	
  to	
  add	
  another	
  pizza	
  
• “This	
  is	
  pretty	
  much	
  what	
  I	
  do	
  on	
  any	
  website	
  that	
  has	
  this	
  feature.”	
  
• “It’s	
  kinda	
  hard	
  to	
  see	
  [if	
  the	
  onions]	
  are	
  even	
  on	
  there	
  or	
  not”	
  -­‐	
  Adds	
  to	
  order	
  
• Clicks	
  on	
  the	
  same	
  button	
  when	
  he	
  is	
  supposed	
  to	
  order	
  a	
  specialty	
  pizza.	
  
• When	
  he	
  tries	
  to	
  leave	
  this	
  page	
  he	
  gets	
  an	
  error	
  that	
  says	
  “Leave	
  Page”	
  or	
  “Stay	
  on	
  Page”	
  

–	
  He	
  incorrectly	
  stays	
  on	
  page	
  and	
  then	
  tries	
  the	
  back	
  button	
  and	
  clicks	
  leave	
  this	
  page.	
  
• “Some	
  of	
  these	
  pizzas	
  are	
  pretty	
  complex,	
  but	
  this	
  is	
  about	
  what	
  I	
  would	
  expect.”	
  
• “I	
  don’t	
  know	
  if	
  it	
  is	
  super	
  necessary	
  to	
  go	
  right	
  to	
  customize,	
  if	
  you	
  are	
  ordering	
  a	
  

specialty	
  pizza	
  it	
  should	
  just	
  throw	
  it	
  right	
  in	
  the	
  shopping	
  cart	
  and	
  ask	
  if	
  you	
  want	
  to	
  
make	
  an	
  edit	
  to	
  it…	
  it’s	
  kind	
  of	
  a	
  pointless	
  step.”	
  

	
  
	
  
Task	
  2	
  (Sign	
  up	
  for	
  coupons)	
  
	
  

• Looking	
  for	
  ability	
  to	
  get	
  coupons	
  and	
  finds	
  “Email	
  and	
  Text	
  Deals”	
  after	
  searching	
  a	
  bit	
  
• “I	
  don’t	
  see	
  how	
  it	
  could	
  be	
  much	
  more	
  simple	
  than	
  this.”	
  
• “Hopefully	
  I	
  won’t	
  receive	
  too	
  much	
  stuff,	
  I	
  don’t	
  really	
  like	
  newsletters…	
  maybe	
  coupons	
  

every	
  other	
  week	
  or	
  something	
  like	
  that.”	
  
	
  
Task	
  3	
  (Contact	
  corporate)	
  
	
  

• “Something	
  like	
  this	
  isn’t	
  very	
  obvious.	
  It’s	
  probably	
  in	
  the	
  fine	
  print	
  somewhere	
  maybe	
  
on	
  the	
  front	
  page,	
  maybe	
  at	
  the	
  bottom	
  I’m	
  going	
  to	
  guess.”	
  

• He	
  finds	
  customer	
  service,	
  “It’s	
  super	
  small.	
  I’m	
  pretty	
  if	
  I	
  click	
  here	
  I	
  will	
  be	
  put	
  in	
  the	
  
right	
  direction.”	
  

• Sees	
  feedback	
  form	
  button	
  and	
  isn’t	
  really	
  sure	
  what	
  that	
  is.	
  
• Assumes	
  the	
  number	
  listed	
  and	
  address	
  is	
  the	
  only	
  way	
  he	
  could	
  contact	
  them.	
  Unsure	
  if	
  

what	
  he	
  found	
  was	
  correct.	
  “The	
  name	
  of	
  it	
  is	
  kind	
  of	
  misleading.	
  It	
  may	
  not	
  pertain	
  to	
  
Online	
  Ordering	
  Customer	
  Service…	
  if	
  it’s	
  not	
  related	
  to	
  that	
  I	
  am	
  not	
  sure	
  if	
  I’m	
  supposed	
  
to	
  call	
  this	
  number	
  or	
  not,	
  but	
  it’s	
  the	
  only	
  one	
  here	
  so	
  it’s	
  what	
  I	
  would	
  go	
  with.”	
  

	
  
	
  
	
  



P2	
  -­‐	
  Mike	
  -­‐	
  Male	
  
	
  
Pretask	
  Qs	
  
	
  

• Yes	
  
• Both	
  delivery/pickup	
  –	
  Dominos	
  
• Pickup:	
  Closeby,	
  worth	
  picking	
  up	
  
• Delivery:	
  Didn’t	
  have	
  access	
  to	
  car,	
  farther	
  away	
  
• Ordered	
  regular	
  pizza	
  and	
  pastas	
  
• Ordering	
  online	
  was	
  pretty	
  easy,	
  recounts	
  being	
  able	
  to	
  say	
  how	
  much	
  he	
  wanted	
  on	
  the	
  

actual	
  pizza/pasta.	
  
• Says	
  his	
  favorite	
  place	
  comes	
  up	
  first	
  on	
  Google,	
  likes	
  the	
  UrbanSpoon	
  reviews	
  

	
  
Task	
  1	
  (Mushroom	
  Pep,	
  Half	
  Onion/Half	
  Sausage/Light	
  Sauce,	
  Specialty)	
  
	
  

• 	
  Comments	
  on	
  the	
  address	
  field,	
  notices	
  the	
  option	
  for	
  university	
  which	
  he	
  thinks	
  is	
  a	
  
good	
  idea.	
  Enters	
  his	
  address	
  and	
  tries	
  to	
  find	
  the	
  one	
  closest	
  to	
  him.	
  

• None	
  of	
  the	
  stores	
  close	
  to	
  him	
  offer	
  delivery	
  and	
  he	
  isn’t	
  sure	
  how	
  to	
  proceed.	
  
• Goes	
  to	
  Create	
  Your	
  Own.	
  Doesn’t	
  want	
  to	
  search	
  through	
  to	
  find	
  the	
  customized	
  pizza	
  he	
  

wants.	
  
• Adds	
  the	
  two	
  toppings	
  he	
  wants	
  and	
  adds	
  to	
  order.	
  
• Able	
  to	
  add	
  items	
  on	
  different	
  sides	
  of	
  the	
  pizza	
  and	
  finds	
  the	
  light	
  sauce	
  option	
  
• Selects	
  a	
  buffalo	
  chicken	
  pizza,	
  and	
  adds	
  additional	
  banana	
  peppers	
  
• “It’s	
  kinda	
  cool	
  that	
  they	
  offer	
  specialty	
  pizzas	
  and	
  allow	
  you	
  to	
  add	
  more	
  to	
  it.”	
  
• Looks	
  at	
  the	
  crust	
  options,	
  likes	
  the	
  ability	
  to	
  do	
  that	
  
• “That’s	
  cool	
  that	
  you	
  can	
  take	
  off	
  stuff	
  that’s	
  already	
  on	
  there.”	
  
• Really	
  likes	
  all	
  the	
  different	
  options	
  he	
  sees	
  here.	
  

	
  
	
  
Task	
  2	
  (Sign	
  up	
  for	
  coupons)	
  
	
  

• Finds	
  email	
  and	
  text	
  deals	
  link	
  at	
  the	
  top	
  of	
  the	
  home	
  page	
  
• “This	
  doesn’t	
  look	
  like	
  its	
  setting	
  you	
  up	
  with	
  an	
  account…	
  it	
  seems	
  really	
  easy	
  to	
  do”	
  
• Notices	
  all	
  of	
  the	
  things	
  that	
  will	
  be	
  sent	
  
• Notices	
  that	
  only	
  name	
  is	
  really	
  required	
  on	
  the	
  form	
  

	
  
Task	
  3	
  (Contact	
  corporate)	
  
	
  

• “From	
  experience,	
  I	
  would	
  go	
  down	
  to	
  the	
  bottom…	
  sometimes	
  there	
  is	
  a	
  contact	
  us	
  link,	
  
but	
  I	
  assume	
  Customer	
  Service	
  is	
  it.”	
  

• Finds	
  both	
  the	
  phone	
  number	
  and	
  letter.	
  If	
  he	
  was	
  really	
  upset,	
  he	
  would	
  call.	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  



P3	
  -­‐	
  Daniel	
  -­‐	
  Male	
  
	
  
Pretask	
  Qs	
  
	
  

• Yes,	
  ordered	
  online	
  
• More	
  so	
  delivery,	
  convenience	
  
• Pizza,	
  minimal	
  toppings.	
  

	
  
Task	
  1	
  (Mushroom	
  Pep,	
  Half	
  Onion/Half	
  Sausage/Light	
  Sauce,	
  Specialty)	
  
	
  

• Clicks	
  Order	
  Now	
  from	
  Home	
  Page	
  
• Enters	
  home	
  address	
  into	
  fields	
  
• Takes	
  him	
  a	
  moment	
  to	
  find	
  the	
  “Create	
  Your	
  Own”	
  
• “Hopefully	
  it	
  starts	
  me	
  with	
  a	
  base,	
  regular	
  cheese	
  pizza.”	
  
• “This	
  was	
  the	
  experience	
  I’ve	
  had	
  before.”	
  
• Looks	
  at	
  the	
  other	
  options	
  to	
  see	
  if	
  everything	
  is	
  correct,	
  	
  
• “I	
  wonder	
  if	
  there	
  is	
  a	
  place	
  where	
  I	
  can	
  go	
  to	
  order	
  multiple	
  pizzas	
  at	
  the	
  same	
  time”	
  
• Goes	
  back	
  to	
  the	
  custom	
  pizza	
  section,	
  and	
  starts	
  to	
  add	
  items	
  to	
  each	
  half.	
  
• Takes	
  him	
  a	
  moment	
  to	
  find	
  the	
  sauce	
  portion	
  selector	
  
• “I	
  didn’t	
  notice	
  these	
  additional	
  options	
  down	
  here.”	
  
• Selects	
  the	
  XL	
  Hawaiian	
  BBQ	
  pizza.	
  “Looks	
  like	
  everything	
  is	
  good,	
  I	
  like	
  this	
  pizza	
  just	
  the	
  

way	
  it	
  is.”	
  
• Gets	
  to	
  a	
  page	
  with	
  wings,	
  and	
  can’t	
  find	
  a	
  way	
  to	
  proceed	
  without	
  adding	
  them	
  to	
  his	
  

order	
  so	
  he	
  has	
  to	
  go	
  back.	
  He	
  gets	
  a	
  pop-­‐up	
  warning.	
  
• Clicks	
  on	
  My	
  Order	
  to	
  see	
  what	
  is	
  currently	
  in	
  his	
  cart.	
  
• “This	
  is	
  one	
  of	
  the	
  better	
  pizza	
  ordering	
  websites	
  I’ve	
  seen.	
  It’s	
  better	
  than	
  I	
  expected.”	
  

	
  
	
  
Task	
  2	
  (Sign	
  up	
  for	
  coupons)	
  
	
  

• “I	
  would	
  expect	
  some	
  coupons,	
  I	
  might	
  look	
  into	
  this	
  Papa	
  Rewards	
  thing.”	
  
• “I	
  can	
  see	
  this	
  ‘Email	
  and	
  Text	
  Deals’	
  here,	
  it’s	
  pretty	
  visible,	
  but	
  I	
  don’t	
  know	
  what	
  the	
  

difference	
  is.”	
  
• Gets	
  to	
  the	
  page,	
  starts	
  typing	
  in	
  info.	
  
• “I	
  guess	
  it’s	
  special	
  discounts,	
  I’m	
  not	
  sure	
  what	
  they	
  are.”	
  
• Isn’t	
  sure	
  about	
  the	
  sweepstakes,	
  unclear	
  on	
  “immediate”	
  alerts.	
  	
  
• “It	
  looks	
  like	
  they	
  are	
  going	
  to	
  send	
  me	
  a	
  lot	
  of	
  emails.	
  I	
  don’t	
  like	
  that	
  much	
  

communication.	
  Even	
  if	
  I	
  like	
  you	
  as	
  a	
  company,	
  once	
  a	
  week	
  is	
  enough.”	
  
	
  
Task	
  3	
  (Contact	
  corporate)	
  
	
  

• Goes	
  back	
  to	
  the	
  home	
  page.	
  Looks	
  for	
  “Contact	
  Us”	
  at	
  the	
  top	
  first,	
  and	
  then	
  the	
  bottom.	
  
“Customer	
  Service	
  that	
  might	
  be	
  a	
  good	
  one.”	
  

• “I	
  want	
  something	
  immediate.	
  I	
  would	
  want	
  to	
  get	
  on	
  the	
  phone.”	
  Takes	
  him	
  a	
  moment	
  to	
  
look	
  below	
  the	
  fold	
  to	
  find	
  the	
  number.	
  “I	
  would	
  like	
  a	
  chat	
  function.”	
  

• Unsure	
  about	
  the	
  label,	
  for	
  “online”	
  ordering.	
  
	
  
	
  
	
  
	
  



P4	
  -­‐	
  Amber	
  -­‐	
  Female	
  
	
  
Pretask	
  Qs	
  
	
  

• Yes	
  ordered	
  online	
  
• Done	
  both;	
  delivery	
  for	
  laziness.	
  Pickup	
  because	
  it’s	
  not	
  far	
  away,	
  will	
  do	
  when	
  running	
  

errands	
  
• Cheese	
  pizza	
  with	
  mushrooms	
  and	
  veggies,	
  and	
  one	
  with	
  meat	
  
• Sometimes	
  orders	
  wings	
  or	
  dessert/soda	
  
• Has	
  had	
  a	
  pretty	
  good	
  experience,	
  has	
  never	
  had	
  any	
  issues.	
  
• Uses	
  Google	
  to	
  find	
  Lou	
  Malnati’s	
  pizza,	
  a	
  place	
  that	
  she	
  has	
  ordered	
  from	
  before	
  	
  
• Searches	
  for	
  pizza	
  and	
  her	
  zip	
  code	
  

o Seems	
  to	
  be	
  able	
  to	
  find	
  different	
  ones	
  she’s	
  ordered	
  from	
  in	
  the	
  past	
  
	
  
Task	
  1	
  (Mushroom	
  Pep,	
  Half	
  Onion/Half	
  Sausage/Light	
  Sauce,	
  Specialty)	
  
	
  

• “We	
  do	
  get	
  Papa	
  John’s	
  quite	
  a	
  bit	
  because	
  my	
  fiancé	
  is	
  in	
  the	
  Rewards	
  program…	
  
Normally	
  he	
  does	
  the	
  ordering,	
  not	
  me.”	
  

• Clicks	
  menu,	
  and	
  nothing	
  happens.	
  She	
  asks	
  if	
  it	
  is	
  for	
  delivery	
  or	
  pickup.	
  
• She	
  clicks	
  “Our	
  Pizza”	
  and	
  then	
  tries	
  to	
  click	
  on	
  Menu	
  again	
  and	
  nothing	
  is	
  happening.	
  

“Seriously,	
  what	
  is	
  wrong?”	
  
• She	
  clicks	
  “Learn	
  More”	
  on	
  “Better	
  Ingredients.”	
  
• She	
  goes	
  to	
  “Find	
  A	
  Store”	
  and	
  scoffs	
  at	
  herself	
  for	
  not	
  seeing	
  it	
  sooner.	
  She	
  begins	
  to	
  

enter	
  her	
  address.	
  She	
  only	
  enters	
  her	
  ZIP	
  and	
  gets	
  an	
  error	
  
• She	
  chooses	
  a	
  store	
  for	
  delivery	
  and	
  finally	
  gets	
  to	
  the	
  menu	
  
• Begins	
  to	
  customize	
  the	
  pizza.	
  Selects	
  the	
  two	
  items	
  and	
  puts	
  it	
  on	
  the	
  whole	
  pizza	
  both	
  

times.	
  She	
  then	
  adds	
  it	
  to	
  her	
  order.	
  
• She	
  goes	
  back	
  to	
  the	
  menu	
  and	
  begins	
  to	
  add	
  the	
  items.	
  
• She	
  incorrectly	
  goes	
  to	
  the	
  “Sauce”	
  drop	
  down	
  first	
  to	
  look	
  for	
  the	
  light	
  sauce	
  option.	
  She	
  

corrects	
  herself	
  and	
  goes	
  to	
  the	
  “Sauce	
  Portion”	
  dropdown	
  
• Once	
  at	
  the	
  confirmation	
  page	
  she	
  selects	
  pizza	
  again	
  to	
  go	
  back	
  to	
  the	
  menu.	
  She	
  

accidentally	
  chooses	
  “Create	
  Your	
  Own”	
  and	
  when	
  tries	
  to	
  go	
  back	
  gets	
  a	
  pop	
  up	
  error…	
  
but	
  she	
  doesn’t	
  choose	
  the	
  right	
  option	
  to	
  go	
  back	
  for	
  almost	
  half	
  a	
  minute.	
  

• She	
  chooses	
  Spinach	
  Alfredo:	
  “I	
  guess	
  I	
  don’t	
  know	
  if	
  this	
  pizza	
  has	
  spinach	
  alfredo	
  stuff	
  
on	
  it	
  already…	
  I	
  would	
  assume	
  this	
  is	
  extras.	
  So	
  I	
  will	
  add	
  it	
  to	
  my	
  order.”	
  

• “I	
  didn’t	
  know	
  I	
  had	
  to	
  choose	
  a	
  store	
  first…	
  I	
  guess	
  it	
  might	
  be	
  different	
  if	
  I	
  googled	
  it	
  
first,	
  but	
  I	
  didn’t	
  know	
  I	
  had	
  to	
  go	
  to	
  the	
  location’s	
  specific	
  page.”	
  

	
  
Task	
  2	
  (Sign	
  up	
  for	
  coupons)	
  
	
  

• Clicks	
  “Email	
  Text	
  Deals”	
  
• “I	
  would	
  expect	
  to	
  get	
  coupons	
  and	
  deals.”	
  

	
  
Task	
  3	
  (Contact	
  corporate)	
  
	
  

• Clicks	
  Customer	
  Service	
  at	
  the	
  bottom	
  
• “I’d	
  either	
  fill	
  out	
  this	
  feedback	
  form	
  or	
  call	
  this	
  online	
  ordering	
  customer	
  service…	
  it	
  

looks	
  like	
  the	
  only	
  number	
  besides	
  the	
  local	
  one.”	
  
	
  
	
  



P5	
  -­‐	
  Brian	
  -­‐	
  Male	
  
	
  
Pretask	
  Qs	
  
	
  

• Yes,	
  has	
  ordered	
  for	
  pickup	
  before	
  
• Easier	
  for	
  him	
  and	
  didn’t	
  want	
  to	
  have	
  to	
  pay	
  the	
  delivery	
  fee	
  
• Ordered	
  pizza	
  for	
  himself	
  and	
  for	
  parties	
  (“a	
  large	
  order”)	
  
• Experience:	
  “It	
  got	
  the	
  job	
  done,	
  I	
  got	
  the	
  pizza!”	
  
• Searches	
  for	
  “pizza	
  delivery	
  near	
  me”	
  and	
  scrolls	
  down	
  to	
  the	
  local	
  results	
  
• “It	
  was	
  nice	
  that	
  it	
  had	
  the	
  autocomplete,	
  but	
  I	
  didn’t	
  like	
  how	
  there	
  were	
  ads	
  covering	
  

most	
  of	
  the	
  screen.”	
  
• Notices	
  there	
  is	
  no	
  map,	
  wonders	
  if	
  these	
  places	
  are	
  actually	
  close	
  to	
  him	
  or	
  not	
  
• Usually	
  orders	
  from	
  locally	
  owned	
  pizza	
  shops	
  

	
  
Task	
  1	
  (Mushroom	
  Pep,	
  Half	
  Onion/Half	
  Sausage/Light	
  Sauce,	
  Specialty)	
  
	
  

• Starts	
  with	
  the	
  address	
  form	
  already	
  open,	
  and	
  starts	
  to	
  enter	
  his	
  own	
  address	
  
• Ends	
  up	
  on	
  the	
  menu	
  screen,	
  and	
  looks	
  for	
  Mush/Pep	
  in	
  the	
  list	
  of	
  specialty	
  pizzas	
  
• Clicks	
  “Pizza”	
  in	
  the	
  top	
  nav	
  but	
  it	
  takes	
  him	
  to	
  where	
  he	
  already	
  is.	
  
• “It’s	
  just	
  showing	
  me	
  the	
  most	
  popular,	
  I	
  don’t	
  know	
  how	
  to	
  just	
  get	
  a	
  mushroom	
  and	
  

peperoni	
  pizza…	
  I	
  guess	
  I	
  can	
  create	
  my	
  own.”	
  
• “I	
  just	
  want	
  a	
  mushroom	
  and	
  peperoni	
  pizza,	
  I	
  don’t	
  know	
  why	
  it’s	
  animated.”	
  
• Adds	
  the	
  items	
  to	
  his	
  pizza,	
  and	
  he	
  is	
  trying	
  to	
  scroll	
  down	
  the	
  page	
  but	
  can’t.	
  “There	
  is	
  no	
  

scroll	
  bar	
  to	
  get	
  to	
  the	
  bottom	
  of	
  the	
  page.”	
  
• Clicks	
  add	
  to	
  order	
  at	
  the	
  top	
  of	
  the	
  page	
  after	
  clicking	
  multiple	
  times	
  to	
  scroll.	
  
• Goes	
  back	
  to	
  create	
  his	
  own	
  to	
  order	
  the	
  next	
  pizza	
  
• “It’s	
  really	
  not	
  very	
  friendly	
  to	
  scroll	
  on	
  this	
  page.”	
  
• Somehow	
  figures	
  out	
  how	
  to	
  scroll	
  
• Goes	
  to	
  “Sauce”	
  instead	
  of	
  “Sauce	
  Portion”	
  first	
  
• Goes	
  back	
  to	
  the	
  menu	
  to	
  look	
  for	
  a	
  specialty	
  pizza…	
  “I	
  don’t	
  know	
  what	
  a	
  John’s	
  Favorite	
  

is…	
  it	
  doesn’t	
  have	
  an	
  ingredient	
  list	
  until	
  you	
  click	
  on	
  it	
  I	
  guess.”	
  
• Finds	
  the	
  list	
  of	
  ingredients	
  under	
  the	
  pizza	
  image,	
  and	
  adds	
  extra	
  cheese	
  to	
  the	
  pizza	
  

before	
  adding	
  to	
  his	
  order	
  
• “I	
  was	
  able	
  to	
  get	
  what	
  I	
  wanted,	
  it	
  just	
  seemed	
  like	
  it	
  could	
  have	
  been	
  a	
  list	
  of	
  ingredients	
  

I	
  could	
  have	
  checked	
  them	
  off	
  instead	
  of	
  having	
  the	
  visual	
  there…	
  it	
  seemed	
  
cumbersome.”	
  

• Moderator	
  points	
  out	
  the	
  checkbox	
  to	
  turn	
  off	
  animations,	
  he	
  did	
  not	
  see	
  it.	
  
	
  
Task	
  2	
  (Sign	
  up	
  for	
  coupons)	
  
	
  

• Finds	
  Email	
  and	
  Text	
  deals	
  at	
  the	
  top,	
  clicks	
  it.	
  
• “I	
  assume	
  I	
  will	
  get	
  emails	
  with	
  coupons…	
  it’s	
  what	
  it	
  says”	
  

	
  
Task	
  3	
  (Contact	
  corporate)	
  
	
  

• “I	
  guess	
  I	
  would	
  look	
  for	
  a	
  number	
  for	
  the	
  corporate	
  office,	
  or	
  a	
  place	
  to	
  submit	
  a	
  
complaint.”	
  

• Goes	
  back	
  to	
  the	
  home	
  page,	
  “Sometimes	
  they	
  are	
  at	
  the	
  bottom	
  of	
  the	
  page.”	
  
• Finds	
  the	
  feedback	
  form,	
  and	
  clicks	
  in	
  to	
  it.	
  Explores	
  the	
  options/categories	
  for	
  

contacting.	
  “I	
  am	
  not	
  sure	
  which	
  one	
  of	
  these	
  I	
  would	
  pick.”	
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