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Study Details



Project Background

We’re creating a new app to help customers easily coordinate their pizza order. We need to 
find out if the main user experience, placing a pizza order, is easy for users to complete.

 



Research Questions

How long does it take for a user to 
place a pizza order?

Are there any consistent pain points 
users are experiencing? 

What can we learn from the steps users 
are taking to ordering a pizza on the 
app? Is the user flow smooth or abrupt? 
Is there any consistent spot where they 
got stuck?

How many users successfully placed 
their order? How many did not? For 
those who did not, at which step did 
they stop? Why?

Participants

5 participants 

2 males, 3 females; 
Between the ages of 25-52

Methodology

8-18 minutes per participant

United States, In-person

Moderated Usability Study

Users were asked to perform 
tasks in a low-fidelity prototype 

Study Details



Prototype / Design Tested

https://www.figma.com/proto/llSBv3DrD
a2pEoZuZXrkbk/Mike's-Pizza-Wireframe?
type=design&node-id=106-141&t=QkQ6J
7vq3zZEwfSZ-1&scaling=scale-down&pa
ge-id=0%3A1&starting-point-node-id=106
%3A141&mode=design

https://www.figma.com/proto/llSBv3DrDa2pEoZuZXrkbk/Mike's-Pizza-Wireframe?type=design&node-id=106-141&t=QkQ6J7vq3zZEwfSZ-1&scaling=scale-down&page-id=0%3A1&starting-point-node-id=106%3A141&mode=design
https://www.figma.com/proto/llSBv3DrDa2pEoZuZXrkbk/Mike's-Pizza-Wireframe?type=design&node-id=106-141&t=QkQ6J7vq3zZEwfSZ-1&scaling=scale-down&page-id=0%3A1&starting-point-node-id=106%3A141&mode=design
https://www.figma.com/proto/llSBv3DrDa2pEoZuZXrkbk/Mike's-Pizza-Wireframe?type=design&node-id=106-141&t=QkQ6J7vq3zZEwfSZ-1&scaling=scale-down&page-id=0%3A1&starting-point-node-id=106%3A141&mode=design
https://www.figma.com/proto/llSBv3DrDa2pEoZuZXrkbk/Mike's-Pizza-Wireframe?type=design&node-id=106-141&t=QkQ6J7vq3zZEwfSZ-1&scaling=scale-down&page-id=0%3A1&starting-point-node-id=106%3A141&mode=design
https://www.figma.com/proto/llSBv3DrDa2pEoZuZXrkbk/Mike's-Pizza-Wireframe?type=design&node-id=106-141&t=QkQ6J7vq3zZEwfSZ-1&scaling=scale-down&page-id=0%3A1&starting-point-node-id=106%3A141&mode=design
https://www.figma.com/proto/llSBv3DrDa2pEoZuZXrkbk/Mike's-Pizza-Wireframe?type=design&node-id=106-141&t=QkQ6J7vq3zZEwfSZ-1&scaling=scale-down&page-id=0%3A1&starting-point-node-id=106%3A141&mode=design


Themes



All participants become confused when interacting 
with buttons because they are too small to click or 
do not have a destination when clicked.

Supporting evidence from the usability study.

● 4 out of 5 participants verbally expressed they were confused on 
why the buttons did not work when you click on them

● 2 out of 5 participants struggle to select the cart icon 

● A participant clicked around the interface 10 times and still did 
not click successfully click on anything.

"Ok. So I clicked that (pizza) twice. Now I want to click on my cart but 
it's not taking me."; "Did I have to place three orders or two orders? 
Because I think I clicked that three times.";  "Am I ready to checkout? " - 
Participant C

“It was a little hard to find how to select certain things, so maybe on a 
scale of 1-10, it was maybe like a 6 kind of hard.” - Participant A      (P0)



Most participants found the next steps to be unclear.
Supporting evidence from the usability study.

● 4 out of 5 participants struggled to find the checkout button.

● 2 out of 5 participants struggle moving forward from the 
delivery / pickup page and thought the page was frozen.

● Due to obstacles along the way, on average it took participants 
over two minutes to place an order.

““I like the concept. I think it would be nice to be able to order pizza on an 
app if I was able to do all the steps, but what I didn’t like is, it didn’t seem 
to move me forward.”  -Participant D

When at the pickup and delivery screen "Is there anything else I can do 
here? I can't really do anything else right?” - Participant B

"Well, at first it was confusing because I did not know where the 
checkout button was but, from my previous experiences from using 
apps if I click home it will take me back to a screen I'm familiar with, so 
checkout should be there." - Participant A                                            (P1)



Most participants were not satisfied with the 
customize pizza page.
Supporting evidence from the usability study.

● 1 out of 5 participants mentioned that it would be nice to see more 
writing. 

● 1 out of 5 inquired if it was $11.99 for one whole pizza or a slice of 
pizza and also expressed the desire for seeing each pizza editing 
category further developed so that users could customize their 
pizza.

● 1 out of 5 participants desired to see a further developed front-end 
graphics expressing that without it, it could be confusing.

“"What I want to see is to just have the list of what toppings I can add to 
the pizza or maybe if I can customize how big I want the pizza." 
-Participant B

"I like that it has information on the pizza. It has the calories, it has what 
the pizza has. I think it could have a little bit more writing though, so I 
know what to select." -Participant A                                                          (P2)



Insights & 
Recommendations



Difficult moving 
forward.

Users would like a 
seamless experience that 

intuitively guides them 
through the checkout 

process.

Confused when 
interacting with 

buttons.

Users do not want to 
spend time on frustrating, 

time-consuming, 
repetitive activities like 
trying to click a button 

multiple times or 
wondering why a button 

isn’t working. 

Unable to  
customize pizza.

In general, users would 
like to easily be able to 

customize a pizza to their 
liking. 

Research insights 



Recommendations

1. Prioritize signaling better cues that will lead users to the next steps 

2. Make buttons larger and ensure every visible button has a destination  

3. In the customize pizza page, include more descriptions, further develop its front end graphics and 
include clickable buttons that expand under each category with options for users to select from. 



Thank you!



Appendix 



Participant’s Interview - Participant A

http://www.youtube.com/watch?v=7mStW-Wce6E


Participant’s Demographic Notes - Participant A
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Participant’s Interview - Participant B

http://www.youtube.com/watch?v=8S4eIIoKfXk


Participant’s Demographic Notes - Participant B
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Participant’s Interview - Participant C

http://www.youtube.com/watch?v=3ZLvYoSHefo


Participant’s Demographic Notes - Participant C
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Participant’s Interview - Participant D

http://www.youtube.com/watch?v=qdutaXN6RSw


Participant’s Demographic Notes - Participant D
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Participant’s Interview - Participant E

http://www.youtube.com/watch?v=xcdObP-s7gg


Participant’s Demographic Notes - Participant E
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