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Papa John’s pizza serves as a pizza franchise company. 
It runs the third largest take-out and pizza delivery 
restaurant chain in the United States.

The usability engineers conducted a summative 
(qualitative) usability test using the live version of 
papajohns.com located on the test administrator’s 
laptop.  By using a variety of different softwares, the 
laptop captured the participant’s face, comments and 
navigation choices.

The test administrator was present in the testing room. 
The session captured each participant’s navigational 
choices, tasks completion rates, comments, overall 
satisfaction, questions and feedback.

June 30th, 2018

Welcome
to our usabilit y session 
details reporting.



TABLE OF
CONTENTS

I N T R O D U C T I O N

 T I T L E  P A G E 			   0 1 

 T A B L E  O F  C O N T E N T S 			   0 2 

 E X E C U T I V E  S U M M A R Y 			   0 3 

T E S T I N G  &  S U M M A R Y

 M E T H O D O L O G Y 			   0 4 

 E V A L U A T I O N  O F  T A S K S 			   0 5 

 C O N C U L S I O N S  A N D  F O L L O W - U P  Q U E S T I O N S 		  0 7 



EXECUTIVE 
SUMMARY
O V E R V I E W
The usab i l i t y  team conducted  an  on-s i te  usab i l i t y 
tes t  a t  a  var ie ty  o f  tes t  locat ions  dur ing  the  week 
o f  June  1 1 th  -  17 th ,  2018 .  The  purpose  o f  the  tes t 
was  to  assess  the  usab i l i t y  o f  the  web in ter face 
des ign ,  o rder ing  exper ience,  and  in format ion  f low.

“ T H I S  W A S  P R E T T Y  E A S Y ”

P A P A J O H N S . C O M  H O M E P A G E

R E S E A R C H  M E T H O D
Four  user  par t i c ipants  conducted  a  usab i l i t y  tes t . 
Typ ica l l y,  a  to ta l  o f  5 -7  (7  in  case  we have  to 
d ismiss  a  par t i c ipant )  a re  invo lved  in  a  usab i l i t y 
tes t  to  ensure  s tab le  resu l ts .  Each  ind iv idua l 
sess ion  las ted  approx imate ly  12 - 18  minutes .  Tes t 
scenar ios  were  c reated  to  tes t  based o f f  o f  the 
s tar t ing  concerns  f rom Papa John’s .

S T A R T I N G  C O N C E R N S . . .

•  �I s  i t  c lear  how to  order  p izza  f rom the  
homepage and Google?

•  Are  the  cho ices  overwhelming  to  users?
•  �Shou ld  Papa  John’s  have  cus tomers  c reate  an 

account  or  checkout  as  guest .  The i r  p re ference 
i s  to  c reate  an  account .

•  �How d i f f i cu l t  i s  i t  to  order  combo p izzas?
•  �I s  i t  d i f f i cu l t  fo r  new customers  to  use  vs 

cus tomers  that  have  done th is  severa l  t imes?
•  �I s  i t  d i f f i cu l t  fo r  new customers  to  use  vs 

cus tomers  that  have  done th is  severa l  t imes?
•  �Do  demograph ics  come in  to  p lay?

K E Y  F I N D I N G S . . .

•  �F ind ing  the  webs i te  f rom Google  and  get t ing 
s tar ted  has  been very  s imple  for  the  user. 

•  ���User ’s  pre fer  the  images  used when look ing 
a t  the  opt ions  Papa  John’s  prov ided.  I t  made 
i t  c lear  and  prec ise .

•  �User ’s  do  not  want  to  be  hounded wi th 
constant  adver t i sements  and  dea ls  and  do  not 
want  the i r  in format ion  on  a  webs i te .  Most 
pre fer  to  checkout  as  a  guest . 

•  �F ind ing  a  locat ion  to  add the  user ’s  address 
wi thout  c reat ing  an  account  i s  d i f f i cu l t .

•  �When cus tomiz ing  orders ,  users  had  a  d i f f i cu l t 
t ime locat ing  the  but ton  to  dec ide  what  ha l f 
the  ingred ients  shou ld  be  on .

•  �Users  had  a  d i f f i cu l t  t ime do ing  a  f ina l  rev iew 
of  the i r  o rder.

•  �Users  d id  not  t rus t  that  the i r  vo ice  was  be ing 
heard  when f i l l ing  out  a  fo rm for  a  compla in t 

R E C O M M E N D A T I O N S . . .

Here  are  a  few recommendat ions  we have  made 
to  improve  the  user  exper ience:
 
•  ��Move the  “ha l f  and  ha l f ”  p izza  opt ion  to  the 

r ight  s ide  o f  the  page where  the  user  i s  a l ready 
mak ing  i t ’s  cus tom dec is ion .

•  �Make i t  more  c lear  where  the  user  can  add 
the i r  emai l  fo r  your  great  dea ls  versus  s tar t ing 
an  account .

•  �Add a  descr ip t ion  in  the  f ina l  s tage  o f  the i r 
o rder  fo r  the  user  to  have  one  f ina l  rev iew 
before  they  order.

•  �Add a  so lu t ion  to  the  users  who would  l ike  to 
get  to  your  cus tomer  serv ice  page in  a  more 
immedia te  fash ion  than  f i l l ing  out  a  fo rm.

R E C R U I T M E N T
By us ing  the  screener  prov ided by  Papa  John’s , 
our  team recru i ted  f i ve  par t i c ipants  th rough 
emai l s ,  Facebook,  and  Twi t ter  to  eva luate  the i r 
web-based order ing  s i te .

S U M M A R Y
Th is  document  conta ins  the  par t i c ipant 
feedback ,  sa t i s fac t ions ,  task  complet ion  ra tes , 
easy  or  d i f f i cu l t  o f  complet ions ,  t imes  on  task , 
e r rors ,  and  recommendat ions  for  improvements . 

-  P A R T I C I P A N T  4
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QUALITATIVE

USABILITY TESTING

QUESTIONS ANSWERED: 

GOALS:

OUTCOME:

METHODOLOGY:

D E T A I L S  :  Qualitative data offers a direct assessment of the usability and the 
experience of the Papa John’s website. Have have the ability to observe the participants 
struggles with specific UI elements and infer which aspects of the designs are problematic 
and which work well.

Qualitative usability testing answers the “Why?”

Both formative and summative are the goals we are trying to accomplish.  They are to be able to 
inform design decisions and to identify usability issues and find solutions for them.

The outcome is based on the f indings of the researcher’s impressions, interpretations, and 
prior knowledge.

We only need a few participants (4 in this study) to think aloud. This type of method also allows a 
flexible study condition that can be adjusted according to a team’s needs.

METHODOLOGY

S U M M A R Y
The tes t  admin is t ra tor  contac ted  and recru i ted  par t i c ipants  v ia ,  emai l s ,  Facebook,  and  Twi t ter.  The  tes t 
admin is t ra tor  sent  e -mai l s  to  a t tendees  in forming  them of  the  tes t  log is t i cs  and  request ing  the i r  ava i lab i l i t y  and 
par t i c ipat ion .  Par t i c ipants  responded wi th  an  appropr ia te  date  and  t ime.

Each  ind iv idua l  sess ions  las ted  approx imate ly  12 - 18  minutes .  Dur ing  the  sess ion ,  the  tes t  admin is t ra tor  exp la ined 
the  tes t  sess ion  and asked the  par t i c ipant  to  s ign  a  consent  fo rm.  The  tes t  admin is t ra tor  asked the  par t i c ipants 
to  th ink  out  loud  as  much as  poss ib le  dur ing  the  sess ion .  The  par t i c ipants  were  g iven  task  scenar ios  and  t r ied  to 
order  or  f ind  in format ion  on  the  webs i te .  Af ter  each  task ,  the  admin is t ra tor  asked the  par t i c ipant  to  ta lked  about 
the i r  exper ience  and i f  they  had  any  fu r ther  comments . 

The  admin is t ra tor  s ta r ted  the  sess ions  wi th  pre- task  quest ions  to  d iscover  the  knowledge the  par t i c ipant  a l ready 
has  before  beg inn ing  the  tes t .  Then,  the  admin is t ra tor  moved on  two d i f fe rent  I ce  Breaker  quest ions  to  d iscover 
the  par t i c ipants  ab i l i t y  to  move around a  webs i te .  Las t ly,  the  admin is t ra tor  moved on  to  the  d i f fe rent  tasks  to 
d iscover  the  usab i l i t y  o f  the  web in ter face  des ign ,  o rder ing  exper ience,  and  in format ion  f low.

In  conc lus ion  o f  the  tes t ,  the  tes t  admin is t ra tor  asked the  par t i c ipant  what  the i r  recommendat ions  would  be  for 
improvement  or  any  o ther  add i t iona l  thoughts  or  comments  they  may  have.

P A R T I C I P A N T S
Two male  and  two female  par t i c ipants  rang ing  between the  ages  o f  26-32  par t i c ipated  in  the  usab i l i t y  sess ion . 
A l l  have  ordered  p izza  on l ine  before .  Some par t i c ipants  have  ordered  f rom Papa John’s  webs i te  and  learned and 
d iscovered  new methods  to  get  to  the  webs i tes  coupons  and other  o f fers .  A l l  par t i c ipants  were  ab le  to  complete 
the  sess ion  between the  week o f  June  1 1 th - 17 th .

A S S E S S M E N T  O F  P A P A J O H N S . C O M
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EVALUATION
OF TASKS
T A S K S
Task  1 :  Tes t  par t i c ipants  were  asked a  warm-up task  for  the  tes t  admin is t ra tor  to  d iscover  h is  or  her  knowledge o f  a 
webs i te  in ter face.
	 •Launch  the  web browser  and  go  to  the  Google  homepage,  and  then  search  for  p izza  in  the  par t i c ipants  z ip  code.

Task  2 :  Star t ing  f rom the  papa johns .com homepage.  The  admin is t ra tor  asked the  par t i c ipant  to  imagine  that  the 
people  they  are  wi th  a re  b ig  fans  o f  Papa  John’s  and  that  i s  where  they  wi l l  be  order ing  p izza .  They  need to 
complete  the  fo l lowing  tasks :
	 •Order  a  mushroom and pepperon i  p izza
	 •Order  a  ha l f  on ion  and ha l f  sausage wi th  l ight  sauce
	 •Order  a  spec ia l ty  p izza ,  fo r  some var ie ty

Task  3 :  For  the  second task ,  the  tes t  admin is t ra tor  asked to  have  the  par t i c ipant  s ign  up  for  dea ls  and  coupons  but 
not  to  reg is ter.  The  par t i c ipant  wants  to  g ive  Papa  John’s  the i r  emai l  but  not  anymore  in format ion .
	 •How would  they  do  that

Task  4 :  Las t ly,  the  f ina l  task ,  the  tes t  admin is t ra tor  to ld  that  par t i c ipant  that  the  p izza  that  a r r i ved  was  ter r ib le  and 
the i r  exper ience  wi th  the  rude  dr iver  c reated  you  to  want  to  compla in  to  the  corporate  o f f i ce .
	 •How would  they  do  that

R E S U L T S
3 out  o f  the  4  par t i c ipants  (75%)  success fu l l y  completed  the  f i r s t  task .  The  par t i c ipant  that  d id  not  completed  d idn’ t 
look  for  p izza ’s  in  her  a rea ,  she  d i rec t ly  went  to  the  Papa John’s  webs i te .

A l l  par t i c ipants  ( 100%)  success fu l l y  completed  order ing  3  d i f fe rent  var ie t ies  o f  cus tomized p izzas .  However,  2  out 
o f  the  4  (50%)  had  d i f f i cu l ty  locat ing  the  ha l f  and  ha l f  but ton  on  the  type  r ight  page o f  the  web browser.

2  out  o f  the  4  par t i c ipants  (50%)  success fu l l y  completed  the  th i rd  task .  They  d id  not  f ind  the  task  eas i l y.

4  out  o f  4  ( 100%)  success fu l l y  completed  task  four  but  3  out  o f  the  4  were  not  conf ident  that  the i r  vo ices  were 
go ing  to  be  heard  qu ick  enough or  a t  a l l .  In  fac t ,  one  user  s ta ted  that  “ I  fee l  l i ke  that  (h is  comment )  would  go  in  a 
b lack  ho le  &  never  come back  f rom i t .”

Participant Task 1 Task 2 Task 3 Task 4
1 - ✓ - ✓
2 ✓ ✓ ✓ ✓
3 ✓ ✓ - ✓
4 ✓ ✓ ✓ ✓
Success 3/4 4/4 2/4 4/4
Completion Rate 75% 100% 50% 100%
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EVALUATION
OF TASKS
T A S K  1  ( 7 5 % ) :  Par t ic ipants  agreed that  by  enter ing  p izza  and 
the  z ip  code in to  Google  search ,  they  were  ab le  to  f ind  what  they 
need.  Many  searched for  the i r  favor i te  p izza  p laces  and  found i t  w i th in 
seconds .  No  ad jus tments  needed.  The  par t i c ipant  that  d id  not  complete 
th is  task  d idn’ t  search  for  the  p izza ’s ,  she  knew what  p izza  she  wanted.

T A S K  2  ( 1 0 0 % ) :  Par t ic ipants  agreed that  complet ing  each 
o f  the  tasks  (o rder ing  3  cus tomized p izza )  i s  super  s imple  to  do.  The 
imagery  he lped them f ind  the  product  the  needed in  order  to  complete 
the  tasks .  2  out  o f  the  4  had  d i f f i cu l ty  f ind ing  the  ha l f  and  ha l f  opt ions . 
The  recommendat ion  i s  to  move that  U I  e lement  to  the  r ight  s ide  o f 
the  page where  you  have  t ra ined  the  user  to  make h is  or  hers  cus tom 
dec is ions .

2  out  o f  the  4  par t i c ipants  had  a  d i f f i cu l t  t ime rev iewing  the i r  o rders . 
The  o ther  2  par t i c ipants  d id  not  a t tempt  to  rev iew the i r  o rders .  The 
recommendat ion  i s  to  add a  descr ip t ion  o f  the  ingred ients  under  the 
name of  the  p izza .

T A S K  3  ( 5 0 % ) :  Par t ic ipants  had  a  hard  t ime f ind ing  the 
locat ion  to  add the i r  emai l  w i thout  add ing  more  in format ion .  A l l  o f 
the  par t i c ipants  c l i cked on  the  Papa Rewards  opt ions  in  search ing  for 
the  locat ion .  The  recommendat ion  i s  add  ta lk  about  add ing  your  emai l 
on ly  in  the  Papa Rewards  page.  Rece iv ing  emai l s  w i th  coupons  and 
add i t iona l  in format ion  i s  v iewed as  a  reward .

Another  recommendat ion  i s  to  add th is  opt ion  dur ing  checkout . 
Par t i c ipant  number  4  a t  8 :54  s ta ted ,  ‘ I f  i  wanted  to  s ign  up  for  dea ls ,  i t 
usua l ly  jus t  asks  me when I  check  out .”

T A S K  4  ( 1 0 0 % ) :  Par t ic ipants  agreed that  i t  was  easy  to  f ind 
the  locat ion  o f  where  to  make a  compla in t  but  many  d id  not  fee l  that 
the  form was  good enough to  reso lve  the i r  anger.  A  form doe not  fee l 
immedia te  and  cou ld  get  los t  in  the  process .  The  recommendat ion  i s 
to  c reate  a  “ for  immedia te  serv ice”  opt ion  and exp la in  how qu ick ly  (o r 
the  rea l i s t i c  t ime your  company  i s  ab le  to  address  the i r  comment )  the i r 
compla in t  w i l l  be  heard .
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CONCULSION &
FOLLOW-UP QUESTIONS

F O L L O W - U P  Q U E S T I O N S :

1 .  Wi l l  you  par t i c ipate  in  fu r ther  research  sess ions?
2.  �Now that  you  have  had t ime to  breath  and  th ink  about  your  sess ion ,  i s  the i r  any  add i t iona l 

in format ion  you  would  l ike  to  share?
3 .  �I f  you  have  used th is  s i te  before ,  have  you  had any  f rus t ra t ions  locat ing  in format ion  or 

complet ing  an  order?
4 .  Can  you  rank  th is  webs i te  f rom 1  (Never  come back )  to  10  (F lawless  exper ience)?
5 .  I f  you  don’ t  want  to  use  the  webs i te  to  contac t  corporate ,  how e lse  would  you  do  i t ?
6 .  Do  you  have  any  add i t iona l  in format ion  or  concerns?
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PARTIC IPANT 1 :  h t tps : / /v ideo.kent .edu/media /60104+Sess ion+Record ing/ 1_wj0fd070
PARTIC IPANT 2 :  h t tps : / /v ideo.kent .edu/media /Usab i l i t y+Test / 1_ t3xoag3i
PARTIC IPANT 3 :  h t tps : / /v ideo.kent .edu/media /60104+Sess ion+Record ing_TamaraBuran/0_b54sx i ro
PARTCIPANT 4 :  h t tps : / /v ideo.kent .edu/media /60104+Sess ion+Record ing/ 1_ex i2 f61k

R E S O U R C E S :

C O N C L U S I O N :  Most  o f  the  par t i c ipants  found papa johns .com to  be  wel l -o rgan ized, 
comprehens ive,  c lean  and unc lu t tered,  very  usefu l ,  and  i t  was  easy  to  use.  Hav ing  a 
cent ra l i zed  s i te  to  f ind  key  in format ion  a l lows  users  to  cont inue  to  re turn .  Implement ing  
the  recommendat ions  and  cont inu ing  to  work  wi th  users  wi l l  ensure  a  cont inue 
user -centered  webs i te .


