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Study Details



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.

|



Study Details

Research Questions Participants Methodology
How long does it take for a user to
place a pizza order? 5 participants 8-18 minutes per participant
Are there any consistent pain points ) les 3 f les: United States, In-person
users are experiencing? NEles), = lEnelies, '
Between the ages of 25-52
What can we learn from the steps users Moderated Usability Study

are taking to ordering a pizza on the
app? Is the user flow smooth or abrupt?

. Users were asked to perform
Is there any consistent spot where they . )
got stuck? tasks in a low-fidelity prototype

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



https://www.figma.com/proto/IISBv3DrD
aZ2pEoZuzZXrkbk/Mike's-Pizza-Wireframe?

type=design&node-id=106-141&t=QkQ6J
/va3z/EwfSZ-1&scaling=scale-down&pa
ge-id=0%3A1&starting-point-node-id=106
%3A141&mode=design

>< Promoti

onal Deal

Animation of small
cartoon figures
eating a huge pizza
as a spatula takes a
slice away

Start Order

Join Now

¥ Earnafree pizza ¥



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 outof 5 participants struggle to select the cart icon

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

"Ok. So | clicked that (pizza) twice. Now | want to click on my cart but
it's not taking me."; "Did | have to place three orders or two orders?
Because | think | clicked that three times."; "Am | 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 [(b)]

£ 500 @@ O

POINTS

Order Again V




Most participants found the next steps to be unclear.
Supporting evidence from the usability study.
e 4 out of 5 participants struggled to find the checkout button.

e 2 outof 5participants struggle moving forward from the
delivery / pickup page and thought the page was frozen.

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

e

| like the concept. | think it would be nice to be able to order pizza on an

app if | was able to do all the steps, but what | didn't like is, it didn't seem

to move me forward.” -Participant D

Address Types

When at the pickup and delivery screen "Is there anything else | can do
here? | cant really do anything else right?” - Participant B

"Well, at first it was confusing because | did not know where the
checkout button was but, from my previous experiences from using
apps if | 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.

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

e 1 outof 5inquired 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.

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

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

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

Cheese Pizza

300 calories per Slice
$11.99

Toppings




Insights &
Recommendations



Research insights

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.

Difficult moving

forward.

Users would like a
seamless experience that
intuitively guides them
through the checkout
process.

In general, users would
like to easily be able to
customize a pizza to their
liking.



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. Inthe 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!
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Participant’s Interview - Participant A



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

Participant’s Demographic Notes - Participant A

Basic Questions
Farticipont A

Can | have your age and occupation?
mentad Health  Tech
2Q §

How many times a week do you order take out?
2-2 Hmes o bk

Can you briefly walk me through a normal day in your life?
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in e oG
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Qoes +0 WOR ak 3Ipm
Comes nome. o 11130 PM

In what setting and for what reason do you order take out?

T3 v d00 hred
e A0 bo

sy and conwemer\% o ovdac"

Do you typically order for just yourself or a group?
Oraers OF herselE and hee Nosweond 2.

Can you walk me through your thought process when
you are choosing where and what you want to order.
ordars More 0 AN moening nan

_05\1 7
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t's Note-taking Spreadsheet

icipan

Part

icipant A

Part

Participant A

Task

Write the task number and
directions here.

Prompt 1: Open up the Mike's
Pizza app and begin placing
your order. Stop once you
select your pizza.

Prompt 2: Check out and
stop before you place the
order.

Prompt 3: Place the order.

Prompt 4: Click on the "Track
the progress” button.

Prompt 5: Return to the
homepage.

Prompt 6: How do you feel
about the Mike's Pizza app
overall? What did you like and
what did you dislike?

Click Path

Record what path the participant
took to complete the task.

Clicks on start order > clicks on
delivery> tries scrolling down >
clicks 'select’ under previous
orders > clicks on ‘previous'> clicks
on 'favorite'> clicks on the arrow
next to favorites > tries to type in
address> clicks 'search’ button>
clicked on 'redeem’ button > clicks
oon a template pizza button > clicks
on 'crust’ button > clicks on 'add
order button'> click on a beverage
template button

clicked delivery > clicked home>
clicked ‘checkout’ at the top

Clicked 'place order' button

Clicked on the 'track progress
button’

Clicked on the menu (3 times) >
clicked the back arrow > clicked
the X' > clicked on the home icon

N/A

Observations

Note down behaviors, opinions, and attitudes along

with any errors, issues, or areas of confusion.

Struggles clicking on the 'start’ button impacting her
navigation; Confused that certain buttons do not allow
you to click on them; Does not understand what the
use of the arrow next to favorites would be; Does not
understand why you can't click on 'previous' and
‘favorite’; Would like to see more writing compliment
the pictures

Found it confusing at first; Had to look for the
checkout button; clicked around- used her past app
experience to find the checkout -> went back to the
homepage ; Did not notice the cart.; would feel
comfortable customizing two or more pizzas ;

Quickly found the button; not confusing at all. Found
the confirmation page fine. Would not add or remove
anything.

Quickly found the button; Participant was on the
correct page; Liked the ‘my driver' feature; Did not
naturally keep scrolling down would have missed the
‘delivered' section with the pictute; Participant was
asked to scroll down; Participant did not care much for
the delivered picture feature and pizza progress
tracker;

Had to do trial and error; Confused, did not know
‘where to go at first;

Thought it was simple. Personal preference to
navigation buttons on the side; would have liked the
app to be faster / difficult to go to one page to the
next; Enjoyed the map feature;

Additional Notes: Participant seemed to be honest and open when providing feedback.

Quotes

Note any significant quotes (positive and negative).

“With this one, I've never used this before. 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 kinda
hard.”; "l like that it has information on the pizza. It
has the calories, it has what the pizza has. | think it
could have a little more writing though, so | know
what to select. It just has the picture and | like the
writing too."

"Well at first it was confusing because | did not know
where the checkout button was but, from my
previous experiences from using apps if | click home
it will take me back to a screen I'm familiar with so,
checkout should be there."; "l actually did not find it
intuitive, because | didn't even notice the cart.” ;"I
mean | would feel comfortable, | would hit the back
button to see if it will take me back to the previous
page.”

"I don't think so. | think it has everything there. Yeah, |
think its fine.”

"I like the map because | am able to see where the
drvier is, | am able to see in live time where he is at
and | can kind of calculate when he will arrive and |
like that; That's useful for me so | can multitask."; "I
like the pizza too, the pizza is showing the
progression of time and things like that but, | would
say its not as exact like the map. Although it say
‘delivered' and ‘out for delivery’, you can never know
when its going to arrive.” ; "Well, | don't really care
much if they take a picture of my pizza or not as long
as they deliver it."

"I'm clicking on this three bar at the top but its not
really doing anything, so I'm going to try something
else.” "I think it was good, | know intuitively how to go
back to the home page. | think that the app can take a
little bit of time in terms of its development but other
than that, its good."

*I thought it was easy to use, you just go in and you
start your order, select your ingredients, go to the
cart and so its a pretty standard way of ordering,
very simple. | like that it had a map which is good. The
only thing is that sometimes the app itself does take
awhile to go to certain pages so the faster, the
better. Also, sometimes the home button is way at
the bottom, which is fine sometimes I'm use to it
being more on the side but, that's it its just getting
usetoit.”

If the participant did not complete the study, why was this? Where did the participant stop? Participant successfully completed the whole study.

Task Completion

Choose if the task was:
1- easy to complete

2 - completed but with difficulty
3 - not completed

N/A

Conversion Rate

Yes

Yes

Yes

NA

Time on Task

How long did it take to place the
order?

Pause the timer and record the
timestamp every time after each
task is completed. Do not include
the time it takes each participant to
answer the follow up question.

2 minutes

16 seconds

2seconds

2seconds

25 seconds

N/A



Participant’s Interview - Participant B



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

Participant’s Demographic Notes - Participant B

Basic Questions
Parkici pant ©
Can | have your age and occupation?
2S Yeors oA
Begistered Nurse

How many times a week do you order take out?

2 ¥meS  a weeX

Can you briefly walk me through a normal day in your life?

- 2 hoors ok wWork
- LooKs ¥or O Pla@+to e

- +0Kes o 100K ok his apps .
~ Checks 30 Sea ¥ e locokfan TS

OPen ond nearby|
— Ordirs Pood
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- Qees home
- OSUC(H% %S out 7:4S - 8:00 PM

In what setting and for what reason do you order take out?

Orders A0ke oby beciuSe after WOrK [ ofter
O UY ; does NO4- wary: O Cook o\r\\r\h\(\%

Wworkin A
He orﬁm When ht heads FOOY . Prorein

TS Q@ Priondy.

Do you typically order for just yourself or a group?

. MoSt OF e times ordus TUS foc

hySe\r
° L0Mmeses  For Berends ) cowexKer, etc.

(not ofren)

Can you walk me through your thought process when
you are choosing where and what you want to order.

@ Usvally 100Ks For ovollabilidy ~ Whosk ¥
a resturont open LKL
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Ny nouse."
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t's Note-taking Spreadsheet

icipan

Part

icipant B

Part

Task

Write the task number and
directions here.

Prompt 1: Open up the Mike's
Pizza app and begin placing
your order. Stop once you
select your pizza.

Prompt 2: Check outand
stop before you place the
order.

Prompt 3: Place the order.

Prompt 4: Click on the "Track
the progress” buttor

Prompt 5: Return to the
homepage.

Prompt 6: How do you feel
about the Mike's Pizza app
overall? What did you like and
what did you dislike?

Additional Notes: Participant pays attention to details. Participant almost did not

If the participant did not complete the study, why was this? Where did the

Click Path

Record what path the participant
took to complete the task.

Clicks on 'start order’ button >
clicks on pickup > clicks on the
‘previous' button > ciicks on the
‘favorites' button > rereads the
‘content

Tapped on the heart > tapped on
‘search’> tapped on a pizza >
selected 'add to order’ button >
selected a beverage > clicked on
the ‘menu’ icon at the bottom >
clicked on the cart

Clicked the ‘checkout’ button >
clicks on ‘place order’ > clicks the
x'> returns to the menu

starts on the menu page > selects

Observations

opinions, it I

with any errors, issues, or areas of confusion.

Looks at the time before deciding to do pickup; States
how the ‘Address Types' section is irrelevant because
he chose pickup:; Is confused because he can't tap on
the buttons like ‘favorites’ or ‘previous’; Does not know
how to proceed for a while; Thinks the page might be
frozen;

confused in the beginning; Did not know how to move
forward from the delivery or pickup page; Did not
know how to move forward and checkout; Navigation
experience i difficult; cicked ight away;

Quotes
Note any significant quotes (positive and negative).

“What do they have for the menu, | don't see a menu.
Umnm.. Address types, | don't really need that right
now because I'm ordering pickup. Is there anything
else | can do here? | can't really do anything else
right? | can't even type favorites or previous. *; ‘s
this frozen?"

“In all honesty, | prefer if the cart option is maybe in
the center, over here.; "My natural instinct would be
scrollin down, al the way down to see if there is
anything else | missed."; I like that | see the checkout
button is here. So that's nice.  like it It's on the
bottom. | like that | can go back to the menu, if | want
10 go back to the menu. | can add favorites here so |
can make sure that | can possibly get that same pizza
next time, the same cheese pizza. And | get a little

clicked on the cart at the very end; aimost did not
‘complete activity; Would have preferred the cart n the

that's cute. go
back to the menu, and seeif | have an option
to add more pizzas | will And | can see m canget

middle or all the way at the bottom;
scrolled to the bottom to see what the next step was;

Pays attention to details, very observant ; Reads
through each section; got confused with the checkout
layout; Thought there were 'multiple tips’ and 'lts of
lines. Confused as to why it says delivery address

alongside the
pizza because sometimes, you know, s not aiways
just the pizza. Some people might want chicken with
itt00."; "What | want to see s to just have the list of
what toppings | can add to the pizza or maybe if | can
customize how big | want the pizza. | see that | am
able to, kind of, change what crust that | ke so,
that's prety nice”

Y
sign for tips? Why fnt there just one fine for the
ips."; *So | can place the order, but the shopping cart
is there, maybe | want to go back to get more food.
I don't want delivery though. | was going to pickup.
Why does it sill say, delivery address?”"; | don't ke

‘when he wanted to pickup; Pays to cart still
being present in the right comer; Does not fully
complete prompt; Does not click on ‘place order’
Once follow up questions are asked, ciicks on ‘place
order' and completes prompt; Struggiing to navigate
through app

Started on the menu page. Now that the participant
‘was more familiar with the app, it was not difficuit for
him to checkout. After playing around found the ‘track
progress' button. Naturally scrolled down. Sounded

order if he wanted

the cart> selects checkout > et st i withthe
page. Enjoyed the pizza tracker, the
driver tracker, and pizza delivered picture at the very
end.
Technicaly returned to the menu, but did return toa
clicked > point
clicked onthe X bu d  to, whichis the obj
to the menu
Seemed to have enjoyed the app especially the pizza
A ‘wheel. Sounded positive about it. Did believe there

was room for improvement in the shopping cart and
tip section.

h for the tips... | don't know what line
I'm suppose to put the tip in, they seem alittle
unnecessary in my eyes."; "But | was also a lttle
confused too..when | was going to get my food. |
said | wanted to pick it up. | didn't want it to be
delivered so, why does it still show to put the delivery
address in like I'm already going to get my food, |
don't need this delivered."

I definitely like the pizza theme for the progress
tracking... ke that system, it's very unique. Its
definitely something | will remember.”; * | can call or
text them, 0o... that's nice. Just like an Uber, ike
UberEats."; *So at 4:50PM, 0o..it's already here, | like
that. That's solid."

“It was pretty fast, to be honest. | kinda knew where
10 go. So now I'm back on the homepage and I'm able
to see how many points I'm able to redeem and the
menu and | can see what | can order again. It wasn't
hard at all. That was very fast and | iked it."

“The tracking system is definitely engrained in my
mind now. The pizza wheel, | loved it’; "What this app
needs to work onis the tip section, soif wan! toput
tips in, it's just confusing, there's too many lines. |
think it should be condensed to one single Ilne “Inall
honesty, the shopping cart, | would maybe put
something right next to it, on the top right corner,
maybe say ‘shopping cart’ just identify it is a
shopping cart because | know it sounds a little dumb
but just because you have that symbol there, doesn't
mean people will think its a shopping cart. If they see
the word 'shopping cart’ there then they will more
likely click on it and they won't be as confused.”

Task Completion Conversion Rate

Choose if the task was: Wos (e promee complatoct
1- easy to complete -
2 - completed but with difficuty [ ¢
3 - not completed il
3 No
25 Yes; Almost was not completed.
25 Yes; Almost was not completed.
2 Yes
1 Yes
NA NA

prompt. The next step

difficult to find. The partici to do trial and

stop? Add any note what the partici

shares after the tasks are complete.

d actively try to search for it.

Time on Task
How long did it take to place the
order?

Pause the timer and record the.
timestamp every time after each
taskis completed. Do not include
the time it takes each participant to
answer the follow up question.

1minute and 15 seconds

1minute and 34 seconds

1minute and 11 seconds

2minutes

5 seconds

NA



Participant’s Interview - Participant C
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http://www.youtube.com/watch?v=3ZLvYoSHefo

Participant’s Demographic Notes - Participant C

Basic Questions

Parkicipant C
Can | have your age and occupation?
- 725 vears old

- Adminrstrokive  Coordinaoc
for o Medicod School

How many times a week do you order take out?
4 o weeK

Can you briefly walk me through a normal day in your life?
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- Go 40 her J0b > do 0 Few hovrs
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= Pon erands

- 8ok dinng

~ QUICK aCHUY before bed|

In what setting and for what reason do you order take out?
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Do you typically order for just yourself or a group?

Tercaddy ovders Eoc o
grove o¢ S,

Can you walk me through your thought process when
you are choosing where and what you want to order.
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t's Note-taking Spreadsheet

icipan

Part

tC

icipan

Part

Participant C

Task Click Path Observations Quotes Task Completion Conversion Rate Time on Task
Write the task number and Record what path the participant | Note down behaviors, opinions, and attitudes along Note any significant quotes (positive and negative). How long did it take to place the
directions here. took to complete the task. with any errors, issues, or areas of confusion. order?

Choose if the task was:

Was the order completed?

Pause the timer and record the
Yes timestamp every time after each
No task is completed. Do not include
the time it takes each participant to

1- easy to complete
2 - completed but with difficulty
3 - not completed

answer the follow up question.

"I don't know what these three boxes are for, can |
select one of these? | can't select these.”; "So I'm
being prompted to customize my pizza. Am |
suppose to follow the blinking button?"; “Fairly easy,
given that all the ingredients are put on here. At least
on this page, | like everything. | like that you can
customize each item on the pizza. | wouldn't remove
anything."
"Fairly easy. Yes. Typically the cart is at the top corner
so that would tell me, that would be where | would
place the order. "; "l would feel a little more 1 Yes 15 seconds
comfortable. | would start by exiting out of my cart
and going to the main screen.”

Attempts to order two pizzas; Tries to click on the cart
selected the 'x' > returned to the but it does not take her to the next page; The button
menu page > selected a pizza > may be too small; selects another pizza (3rd pizza) and

Confused; Did not know what the three boxes under
previous and favorites were for; Tried to use every
feature; Only clicked on the search button when she
observed it was blinking blue. Definitely notices the
blinking button; Thinks it would be easy to customize a
pizza on the app. Satisfied with the contents on the
customization pizza page.

Clicked 'start order' button >
Prompt 1: Open up the Mike's clicked on 'pickup' > clicked on the
Pizza app and begin placing  'select’ button > attempted to type
your order. Stop once you address > clicked on the 'search’
select your pizza. button> clicked on a pizza > clicked
on 'Add to order'

2 Yes 1minute and 8 seconds

:tr:p“b'::f:rec\:‘oef‘;]?cteaﬁ:: selected the 'x' > returned to the Easily checked out. Found the cart and intuitively

s menu page > selected the cart clicked on it.

"Ok. So I clicked that twice. Now | want to click on my

clicked on 'add to order’ > then adds it to order and tries to click on the cart 3 £ 215y
returned to the menu page > again. This time it works. She is taken to her cart. She zf;te:.!;t‘;r;o ;:j::;‘g aneecausDelc: :‘:: \lz(el tc?. plzcdi::;ee
selected a pizza > selected 'add to tries to click on the ‘checkout’ button two times and is three times." "Am | rt-ea dy to checkout? " "I think
Prompt 3: Place the order. order. > histumad tothe mepu ﬁnafly sucoes?ful onthe th'm! chcle Af{er Glicking on something that | would add is a confirmation of what 2 Yes 1minute and 9 seconds
page >selected the cart > selected  the ‘checkout' button three times sheis takentothe | order was. That way everything is captured on
the cart > selected a pizza > checkout screen. Throughout the process sounds i i Y

one screen and then just confirming that | was
picking it up, rather than it being delivered. Those
would be the only two things | would add.”

selected 'add to order'> returned  confused, unsure why she isn't moving forward when
to the menu page > selected cart > she selects buttons. She struggles to select the
clicks on the 'checkout’ button > buttons. Nervously laughs a couple of times. Feels
clicks on the ‘checkout’ button unsure. She was confused on why it says her order is
being delivered when she clicked on pickup previously.
"That was fairly intuitive.”; "The one | would mostly use
is the pizza icon to track what step the resturant is as
far as my order. Would definitely be consider of the
Clicked on 'place order' button > Found step easy, the step came intuitively. Found all estimated time it would be delivered or it would be
clicked on 'Track the progress' three features on the 'track progress' page to be of ready for me to pick up. | think the map would be 1 Yes 10 seconds
button benefit. really interesting to follow and see where the driver is
and if | wasn't home, this bottom feature would be
really beneficial too, to see that my pizza was

Prompt 4: Click on the "Track
the progress” button.

delivered.”
Prompt 5: Return to the clicked the back arrow button > "The last process was easy, it was simple. It took me
Pt 52 clicked on the '’ button> returned  Very easy for the participant to complete. back to the previous page where | was at, so | knew 1 Yes 2 seconds
homepage. ey A
to the menu the direction where | was going.

"Overall | enjoyed that the things that | would mainly

use, in this case would be to order pizza, were readily

available on the first page when checking out, | could N/A N/A N/A
see all the information of my order and | think,

everything is pretty simple. It was easy to use.

Additional Notes: The participant struggled to physically click on the buttons. The participant found the user flow easy and like it made sense.

Prompt 6: How do you feel

about the Mike's Pizza app NA Participant only had positive feedback to share.
overall? What did you like and Thought most things were simple and easy to use.
what did you dislike?

If the participant did not complete the study, why was this? Where did the participant stop? Add any notes about what the participant shares after the tasks are complete.



Participant’s Interview - Participant D



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

Participant’s Demographic Notes - Participant D

Basic Questions
Parirapant ©
Can | have your age and occupation?
2 Years ovd
Diceter OF Pregrams @ BACES

How many times a week do you order take out?

2_ 3Sre s

Can you briefly walk me through a normal day in your life?
WOrKs Rult Mg M-F 5 A:00-530ph,

Bvening goes homei Spends e Wiy
Ner s bang »30g; ana Kids & Freg- At oeg_
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In what setting and for what reason do you order take out?
Ordacs +uKe ooy ok Nome , Tn de Rvening,
U%\)a% S Kmd 6€ o Spur QF ¥ra ™MoMent
dQUiD\‘On .

~For €x: U been o ousy daug and Hupre 400
Mced A0 cook.

Do you typically order for just yourself or a group?

A¥\east nee nusvband and
Necse\.

Can you walk me through your thought process when
you are choosing where and what you want to order.

TIRXS Y0 Ovder, as MUtk g possible,
SOmarning ey WoNG CONRUg - +oR bag
heowm%_ Poesni- Noronalay Ao
Fast- €ood.

Gre @rapnic 1 0CHIATN TS TMBortant. Soesa™+
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t's Note-taking Spreadsheet

icipan

Part

tD

icipan

Part

Participant D

Task Click Path

Write the task number and
directions here.

Observations

Task Completion Conversion Rate Time on Task

Record what path the participant | Note down behaviors, opinions, and attitudes along
took to complete the task. with any errors, issues, or areas of confusion.

How long did it take to place the
order?

Choose if the task was: Was the order completed?

1- easy to complete Pause the timer and record the

2 - completed but with difficulty
3 - not completed

Yes
No

the time it takes each participant to
answer the follow up question.

Prompt 1: Open up the Mike's

Clicks on 'start order' > clicks on

the 'select’ button > Tries to type in  Seems confused at the delivery and pickup screen.
address type > Clicks on 'pickup’'> Does not know where to start. Nervously laughs. Once

"So it is asking me to select a date and addresss type.
So do | select a date first?"; "It's not letting me do
anything on the app, so do | have to keep going."; "So
it looks like , just according to this, | can order again

Pizza app and begin placing  clicks on 'search’ button > clicks on  she moves on to the menu screen she seems to enjoy ~ which is actually a nice feature because typically 2 Yes e S el
your order. Stop once you ‘redeem’ button > clicks on her experience more. It appears to be easier for her to  when | order pizza we normally get the same thing o =8
select your pizza. ‘redeem’ button > clicked on a navigate. Still a bit confused about why she can't click  over and over so thats convenient and yes it does
pizza > clicked on 'Add to Order' on certain buttons. look like | can easily customize my pizza because it
button walked me through like sauce, toppings, crust, that
type of thing.”
"No, no, let me go back."; "It's not letting me do
: e . 3 anything, it looks like I'm stuck. ; "l couldn't get to the
" starts on the menu screen> clicks  Once at the delivery and pickup screen, clicks around S |
Prompt 2: Checkoutand ' onoe hutton located on the  to attempt to move forward. Clicks about 10 times St It was difficult to checkout because, | couldn't
stop before you place the S : " . : 0 figure out how to get there."; I'd figure out how to get 3 No 36 seconds
delivery tab > clicks on 'button’or  around. Cannot tell what buttons she clicks on. She's E
order. ‘buttons'(10 times) confused back to the screen to add stuff to my order but right
' now | think it would be difficult based on what I'm
seeing."
% . Due to the previous stepped, believed her screenwas  “Let's see the screen appears to be frozen, so I'm not
Erompt:3: Race the order. Noaction taken frozen and therefore, did not try to place the order. able to place my order." 3 No 2 seconds
Prompt 4: Click on the "Track . - : .
the progress” button. No action taken She's discouraged to try. Believes screen is frozen. *Umm.. let's see, | don't see a Track Progress’ button.” 3 No 8seconds
:;::;;;;Retum o the Clicked on 'search’ button Suprised it worked. *Laughed* " Ok, let's see. Oh. Ok, I did it." ; "That was easy. " 1 Yes 3seconds
Prompt 6: How do you feel i " llike the concept. | think it would be nice to be able
i) Participant was confused for most of the process. She Z &
about the Mike's Pizza app NA emphasized that it was difficult to move f rd to order a pizza on an app if | was able to do all the NA NA NA

overall? What did you like and
what did you dislike?

through the steps.

Additional Notes: Participant did not complete most steps. She was confused and found the app difficult to use.

If the participant did not complete the study, why was this? Where did the participant stop? The participant stopped after she selected the pizza. She was unable to checkout and do the steps following that.

steps but, what | didn't like is, it didn't seem to move
me forward and it was confusing to use."



Participant’s Interview - Participant E



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

Participant’s Demographic Notes - Participant E

Basic Questions
Packtpont €

Can | have your age and occupation?

3036. Works in & Creotry-
Styore.

How many times a week do you order take out?
3-5 Xmes o wepk

Can you briefly walk me through a normal day in your life?

- Qet yp
~ CoPrer. 0k 6:300M

- C’!Q Yo ok —7 ol 5Pm

~ Lired = t0Kes 0UF Plza of Winakeree
AcGund?

~ Goes home § doe W again The nexy-

A0y

In what setting and for what reason do you order take out?
Sefting > I ANe Car on pPhone 5 LS exnounsted

X

reason

Do you typically order for just yourself or a group?
GQrovp oF 2

Can you walk me through your thought process when
you are choosing where and what you want to order.

- Cloes on O Wi of  wihat he haSe
had NS weakk
— Talks 4 Spouse =7 agrees or disagrees



t's Note-taking Spreadsheet

icipan

Part

icipant E

Part

Participant E

Task

Write the task number and
directions here.

Prompt 1: Open up the Mike's
Pizza app and begin placing
your order. Stop once you
select your pizza.

Prompt 2: Check out and
stop before you place the
order.

Prompt 3: Place the order.

Prompt 4: Click on the "Track
the progress" button.

Prompt 5: Return to the
homepage.

Prompt 6: How do you feel
about the Mike's Pizza app
overall? What did you like and
what did you dislike?

Click Path

Record what path the participant
took to complete the task.

clicks on 'log in' > clicks on 'start
order' > clicks pickup'> clicks
‘previous'> clicks 'select’ > clicks
around in the address types
section > clicks 'search’> clicks on
‘order again' > clicks on pizza
option > tries selecting a topping >
clicks 'add to cart

selects the cart > selects a pizza >
selects 'add to order’ > selects
‘change’ button in the delivery
section > selects ‘checkout’ >
clicked on 'tip’ button > clicked on
'place order’ > clicked on the 'x' and
exited out of the confirmation
page > returns to the menu page

selects 'order again' > selects a
pizza > selects 'Add to Order’
button > clicks on the cart > clicks
on ' checkout' > clicks on 'place the
order’ > clicks on ‘Track Progress'
button

On Track Progress’ screen

clicked on the ‘'menu’ in the corner
> clicked on the back arrow >
clicked on the X'

NA

Observations

Note down behaviors, opinions, and attitudes along
with any errors, issues, or areas of confusion.

Thinks that when you select order again it highlights
your item. Notices the flashing blue. Very observant of
ever feature. Goes in order trying out and testing
everything.

Alittle confused on where to begin. Did not intuitively
know how to checkout. After a few seconds notices
the cart in the corner. When he clicks the cart, he does
not succesffully selects the cart. Perhaps the button is
too small. He is able to checkout my returing to the
homepage. He thinks the user flow to checkout could
be improved.

Found it very easy to do, now that he had more
familiarity with the app. User flow was very smooth.

He was already on the Track Progress' screen; clicked
on itin the previous step; Did not need the call and
text buttons were necessary. Did not naturally scroll
down. Had to be asked to scroll down.

Thought getting back to the homepage was too
tedious. Would prefer to just click one button to get
back to the homepage instead of having to click on
two. Room for improvement.

Participant seems to find app too busy. Critique’s that
it may be too busy and would benefit from a
dropdown menu for example that would present less
information one at a time. Needs to be more simple
and not include too many options.

Quotes

Note any significant quotes (positive and negative).

“It was pretty easy, it was pretty straight forward.
Nothing really | could think out loud. It just a lttle hard
without all the modules in front of me, but it's easy
stuff. Dummy proof | should say.”

*Checkout and stop? Where would checkout be? Oh,
Iseeit's a cart."; "So going back to home means you
get it place it. So what | would have done is added
something on the cart screen, of like going to this
screen right now where its prompting all the credit
cards..”; "It was super easy, | think it would have
been confusing to a couple of other people of just
trying to finalize it, but | think it was super easy.";
*Because every other thing | interact with, is like that
(when asked if he found it intuitive to click on the
cart)." "l could do that, yeah. (When asked how
comfortable he would be with ordering two or more
pizzas)"
“That definitely was a little bit easier."; "Also did not
have a coupon prompt beforehand. | noticed that.”; *I
think what | would remove s the icon to call a
restaurant. | think that's something, if your going to
do, you do it outside the app. | think it adds too much
space. It's just another button to push, at this point..
You could track it also, is... kinda ok. Most apps do
that now too. To start a new order from the screen,
might be counterintuitive. So, | think allthese three
buttons on the bottom, | don't think you really need
them on this screen.”

| don't think you need a driver map here, per say, but,
maybe that is more innovative then the call / text
icon. | don't think you need those for sure."; "Go down
allittie? Oh. See | wouldn't have even guessed that.
Yeah, | wouldn't have even guessed that. Like | said,
this is too, it's not too busy it's just too much | should
say."; "You see how this this page has the Track
Progress, estimated time, a second slide where it
says: My Driver, has a map, call/ text icon, and then a
third part: where it says the delivered picture of the
Pizza? | think you can eliminate 2/3 of it like, the
delivered and my driver part put like a button tab
where theres a dropdown, instead of it being all here.
Because | would have missed that honestly. *

* limmediately clicked the triple lines, thinking it
would drop to a menu, not the back. Yes, it wants me
to clear out the screen. Id rather it be one button to
get back to the homepage.” ;* Feels very demo'd; |
think it looks fine to me.

I think it's a little convoluted. | think you could have a
couple of drop menu, or a couple of touches and it
would definitely work. To have your previous order
right there and then in the home screen highways
your order a lttle bit, and | think that's fine. It just
needs a little sharpening in my opinion.”

Task Completion

Choose if the task was:

[Was the order completed?
1- easy to complete Yes
2 - completed but with difficuity [\
3 - not completed

1 Yes

2 Yes

1 Yes

1 Yes

1 Yes

N/A N/A

Conversion Rate

Time on Task

How long did it take to place the
order?

Pause the timer and record the
timestamp every time after each
task is completed. Do not include
the time it takes each participant to
answer the follow up question.

1minute 29 seconds

1minute 3 seconds

50 seconds

0second

13 seconds

N/A

Additional Notes: Participant has lots of experience navigating food apps. Finds almost all tasks very easy but, has lots of good feedback. Overall believes app is too crowded and needs fine tuning / sharpening. Also believes user flow could be simpliified so its easier, more direct and
straightforward. The least amount of steps, the better.

I the participant did not complete the study, why was this? Where did the participant stop? Add any notes about what the participant shares after the tasks are complete.



