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Methodology
Users were given a list of precompiled tasks and asked to complete them without any guidance. Their
experiences in performing those tasks were documented on video via screen capture.
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Website being Assessed

The website being assessed was www.Papalohns.com.

www.papajohns.com/index.html
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Home + Find a Store « About Us * Our Pizza + Ordering * Own a Franchise + Email & Text Deals + Gift Card + Espariol

p4PA JOHNs

BETTER INGREDIENTS. Menu Special Offers Papa Rewards My Order [y {29m]
BETTER PIZZA.

Welcome  SignIn | Create Account

ALWAYS HAD THEM.
ALWAYS WILL.

Watch our Better
Ingredients Story
to learn more.

S

Today’s Features : See All
nase Special Offers

Always had them. Always Google
deals sent to your phone will. Watch our Better Android users speed

IngreclentsSiory hrough checkout with "Buy
le”.
Learn More » with Google'

Learn More »

Q You're Missing Out Better Ingredients. NEW Buy with
‘ Sign up for Text offers to get ‘ }
Sign Up »

Open your own

Customer Service « Careers -+ Ingredients « Investor Relations + Gift Shop + Privacy - Site Map Papa John’s franchise. »
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Participant Information

The following is a list of the participants involved in this usability test and some brief bits of relevant
information about them:

e Ben (interviewed by KSG)
o Young
o Very familiar with the web in general
o Has ordered pizza online before
o Has used the site in the past

¢ Amanda (interviewed by KB)
o Young
o Moderately familiar with the web in general
o Has ordered pizza online before
o Has used the site in the past

e Tawanna (interviewed by DH)
o Older
o Moderately familiar with the web in general
o Has ordered pizza online before
o Has not used the site in the past
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List of Tasks

1. Create an order consisting of three different types of pizzas.
2. Sign up for special deals and offers without registering an account.
3. Submit customer feedback to corporate office regarding an issue with the order.
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Executive Summary
After evaluating the site with participants exhibiting three levels of web experience, the following issues

have been identified:

No clear call to action from the home page causes users not to know where to begin ordering
Technical problems with the pizza-builder interface prevent users from successfully completing
certain pizza configurations

3. Lack of visual distinction between action buttons cause users to take actions they may not be
ready for
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Analysis of:
Task 1

Two of three participants had some degree of difficulty completing this task successfully. One could not
figure out where to begin. The other had to abandon the enhanced pizza-builder interface altogether
after a visibility problem prevented successful completion of the task.

However, once the two participants were able to figure a way around the problems, they were able to
complete the tasks.

Task 2

Every participant seemed to be able to be able to complete this task easily.

Task 3

Every participant seemed to be able to be able to complete this task easily.
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Synopsis of findings

Not a clear enough call to action

Younger participants were able to quickly move into the ordering process as it is likely they knew from
prior experience with other food ordering websites that they should begin from the menu. However,
Tawanna (an older participant) had trouble getting started. She clicked around on several items on the
homepage, stumbling upon what looked like a marketer's brochure about Papa Johns' business model
before finding the actual ordering form.

| @ Cwome rse tom view oy DOOKTANKS  WINGOW  FEOD® e W@ m w T SunoOYrFM Ewannawarm W = |

© § Googe- Hesgous .

@ Oerng | Paca Jomn &

wiw papajohns.cony ’
F' aoos @ CmgrCrat - 11 wsa - pind o oo ] 30 Tunge 1o sa0p 0 [ 2014 Uromciai Mt/ SigaUpGenis The: () Logo Dweign | Prer - [ Pacesook ) Acoes Secumepan What s Netwerk W Maracente spo. i Dictonary and The.

ﬁ Menu Special Offers Papa Rewards

BETTER PIZZA.

Home « Find 8 Store + About Us + Our Pizza + Ordering + Own & Franchise + Emal & Text Desls + Gt Card + Espaficl

Ordering

Mobile Ordering

Catering/Group Ordering Future Ordering

Faves & Past Orders ‘Web Ordering

s a0t COmy vy e 130

MO B0k VALOR I @A ® W oIl ¥

Occurs at 11:15

When asked what her expectations were for the site, she shared the following:

"My expectation was that there would be an immediate button to begin the
ordering process... |didn't see that without looking around a little bit"

There were some technical problems
Amanda encountered a pizza builder issue where the toppings list was cut off on the right side:
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& pizza near kent ohio - C / * Order Pizza Online: Orde:

order.papajohns.com/build/product/CYO/1-1-4-83/1.html|

Don't like the animated version? Get basic. » My Papa John's Carryout Store:

Store #124

439 E MAIN ST

KENT, OH 44240

Taking Orders now

Now Accepting Online Orders

Fresh-cut

Meats and Cheese

Build your Create Your Own with our
fresh toppings.
PPng © My Cart
© Large Pizza Offer
$11.00
Remove Deal
Large Original Crust  Modlly
Plzza Details
l'.‘ © [ 1= Large Originel Crust
Senags

th dessert - add a
ookle today! g -

Sauce ¢
Origna - \" ‘ »"
-a.

Your Toppings
Proceed to Checkout»

© Papa Rewards

atoes Detats | Moddy | Remow $1525

| Your Size & Crust
4 | Large Orignal Crust Pizza (81350 -
B

Occurs at 7:29

Tawanna encountered a stalled initialization of the pizza builder Flash interface —the page displayed the
loading indicator, which stopped at 91% for nearly 45 seconds. It never completes and she ultimately
has to back out of the page (which prompts her not to go) and try returning to it:

| ® Uwome rse tom view rusiory UOONTANnS WinGow Feopw  nep B® % e T nwwrw awannawas W os=
eve

Eoseoe * M Googes Mangovs W % @ 0w Puz Oene Oror
€ 9 C [ orderpapaiohs.combuld/product CYON -1 4-8
I aops @ CmarCrat- 111 wasa - Fina s st (] 30 Thnge 1o Siop 0 (B 014 Unomoim e SgnUoGenius The: (D) Loge Deeign | Free ] Faceteok ) Accees Secwresas L Y vev——

— Home + Find a Siore + About Us + Our Plzza + Ordering + Own a Franchise + Emad & Text Deals + Gt Cand + Espafiol

"”m‘, Special Offers Papa Rewards My Order
BETTER PIZZA.

Sign I | Create Account

© Location Details

Papa John's Ordering

© My Cant
© Papa Rewards
Earn FREE PIZZA fast
ENROLL BEFORE
YOU ORDER.
Papa
Rewards

44

100K VAENOR I a®

Occurs from 14:15 - 15:00
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Not enough visual differentiation between action buttons

Amanda was confused by the Add to Order and Add & Customize buttons underneath menu items. The

two buttons are identical in appearance and the text written on each is relatively small and

inconspicuous compared to the rest of the visual elements on the page. She thought that clicking on the

button beneath a menu item would bring up the pizza builder so she could customize that pie:

® 3 pizza near kent ohio

order.papajohns.com/order.html|

My Address  Change My Asdress | View Map My Carryout Store #124  Siors Stas @ Swten o Dwivery
Ko, OH 44240

Most Popular

Create Your Own

Lg Org $1525 L9 Onig $17.00

Add to Order » Add to Order »

Lg Orig $16.00

O

Buftaio Chicken

Occurs at 6:5

Two places on the pizza builder ask about sauce

Tawanna encountered a problem identifying where to select a sauce customization. However, this may
have been due to a misunderstanding of the task as requiring "white sauce" versus "light sauce".

e

Pineapple

Grilled
Chicken

Banana
Peppers

Jalapeno
Peppers

Your Size & Crust
[ Large Original Crust Pizza ($14.00) |

Anchovies Sauce

Romano
~ Original -
‘ Your Toppings

Canadian
Bacon

Parmesan

pecial Instructions How Many?

AUCE PORTION CHEESE BAKE cut Quantity

Reg Sauce Portio | v | \Normal Cheese | v ] | Normal Bake v ] | Normal Cut e ] 1 ij
order. i i YO/1-1-4-83/1.html |

Occurs from 18:00 - 18:55
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Follow-up Research Questions

What caused the technical problem in Amanda's test where the toppings menu was cut off?
What caused the technical problem in Tawanna's test when the pizza builder stopped loading?

We should test the sauce selection more to confirm whether there is or is not a problem with having

sauce in two places.
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