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“I like the fact that I can put the olives on either the left of right side.” 😀  

Executive Summary  

Purpose. The 2015 redesign of the papajohns.com site made a lot of major 

improvements. It also created new issues. This study evaluated those improvements 

with attention to users’ success or problems reaching their most important goals. 

Research overview. We conducted usability tests combined with interviews to 

gather both general expectations and feedback as well as pinpoint specific problems. 

User expectations. Users expect a pizza ordering site to be convenient, fast, and easy 

to use. This makes improving usability a major competitive strategy for the business. 
 
Key Tasks and Findings 

Task Summary of Insights

Ordering a pizza with two toppings Many people had trouble finding the “Create Your Own Pizza” link. We think it’s 
because it looks like an ad instead of a button (“banner blindness”). It would be 
more effective looking more like the other links, but more prominent since it’s a 
primary goal.

Ordering a pizza with different toppings on 
each half

The icons showing half pizza toppings are not clear. Also, it’s counter-intuitive to 
have to place toppings overall before deleting half to make the desires half-and-
half pizza. Users need to know up front that ordering half and half is possible. 
Place type labels under the icons.

Ordering a Specialty pizza People had an easy time with this. Still, looking through all the pre-designed 
options was tedious, with a high cognitive load. Some further organization would 
help, using user-defined categories and subcategories.

Signing up for email deals and coupons The link was not easy to find. People looked at“Sign in” in the top menu first, then 
social media, then the “Email and Text Offers.” The business wants people to 
register, but new users do not want to sign up until they try the service and 
become regular customers, They want the email option first because it feels like 
less of a commitment.

Contacting the corporate office to 
complain about a local store

People went right to “Customer Service” and found the feedback form easily. I 
was much harder to find the corporate office phone number. Some people prefer 
to use a feedback form only for positive feedback.
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Introduction 
Ease of online ordering is the competitive edge in the pizza marketplace. User 

experience is key to that. The 2015 redesign of the Papa John’s site created many 

needed design improvements and it looks beautiful and modern. Yet, the redesign 

created a few new issues. This usability study evaluates this new site from the point of 

view of primary user goals, to see what’s working well, and what needs improvement. 

Research Methods 
As Jakob Nielsen (2000) showed, testing with five users can reveal about 80% of the usability 

issues in a study. Any more than that wastes resources. 

In keeping with this, we recruited 5 participants:  

• One who has never ordered pizza online as a baseline 

• Four familiar with online pizza ordering, but not from Papa John’s site. 

Next we conducted a contextual inquiry, observing a user order several pizzas of her choice 

for a hypothetical gathering of four guests. We followed this up with a series of walk-through 

usability tests. That is: we recorded users as they attempted to complete a predetermined set 

of tasks, while they spoke their thoughts aloud. 

This way, everyone tested was new to the site, and we wished to evaluate another Nielsen 

dictum,  “Recognition rather than recall.” This design principle was defined by Nielsen (1995) 

as: "minimizing the user's memory load by making objects, actions, and options visible and 

self-evident.” In other words, the interface should be intuitive, not something one needs to 

learn. 
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Findings  
User expectations. Participants were unanimous on the main reason for ordering online: 

convenience. Most also mentioned they wanted a site that was fast, simple, and easy to use. 

One of the goals of this study is to understand what users mean by “simple and easy to use.”  

Participants liked the advantage of being able to see the entire menu, taking their time to 

browse options and make a decision. This allowed them to compare prices and see 

ingredients, which is harder to do by phone.  

One person said she often didn’t feel like explaining an order to a store employee at the end 

of a busy day. Another mentioned just being lazy, which just underscores the importance of 

Participants

Ordered 
online 
before?

Ordered 
by phone 
before?

Succees 
with all 
tasks? 

Notes Quote

P1 Christina no, yes, many 
times

not with 
ordering 
half-and-
half 
toppings

Evaluating accessibility. She 
has a disability: peripheral 
vision cuts, and non-use of left 
hand

“A lot of information 
on one page.”

P2 Emily yes yes yes This was a contextual inquiry, 
user was allowed to order 
pizzas for four people and 
complete the order to delivery.

“I really like that 
you can put the 
olives on either the 
right or left side.” :)

P3 Jill yes yes yes Slowed down on finding 
“Create Your Own”, and half 
pizza icons; chose a topping 
twice without realizing it.

(Scrolls up and down 
on toppings page for 1 
minute) “I know it’s half, 
but I don’t see how…
Oh, it’s up at the top 
here.”

P4 Emily #2 yes yes yes Success, with a few hang-ups “That was fun—the 
pepperoni just flew 
onto the pizza!”

P5 Charles yes yes yes Success, but did not find 
“create your own” link

“It might be better if 
there were some 
words that asked if 
you wanted it on 
half or whole, or 
whatever…”
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an uncomplicated experience with minimum thought required. After all, pizza is for relaxing 

with friends when you don’t feel like cooking. 

Success rate. Everyone was able to order a pizza, except one participant who became 

flustered and gave up on the half-and-half toppings pizza. Overall, people liked the layout of 

the site; the large page elements are easy to see.  

• The photography is especially good and they loved the animated toppings. More than just 

visual entertainment, the animations serve a useful function of giving visual feedback for 

where you are in the process and what your pizza looks like.  

• After they understood the half/whole pizza icons under toppings, everyone liked that and 

were able to use them effectively. Even those who did not find the “Create Your Own Pizza” 

link found a reasonable work-around to their desired toppings.  

• The contact and email tasks went relatively well. 

Trouble Spots. The primary trouble spots were in ordering:  

• Finding the “Create your own” button to customize a pizza from scratch, and 

understanding the icons indicating a topping is on half of the pizza.  

• There were problems understanding how to remove a topping if the user changed their 

mind or made a mistake. Two people accidentally added multiple toppings and tried to 

edit them out in the shopping cart. They didn’t see how to do that on the toppings page 

until they went there the second time. 

• There was some difficulty in searching through the many pizzas in the main menu, 

creating mild information overload. Surprisingly, the person in the pilot study used the 

browser’s search function to find a pizza on the menu page!  

• Adding to the distractions, the “Open a Franchise” button is the most prominent items, but 

least important to users. Move it to the footer. 
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Tasks 
Participants were given these three tasks as part of a script. A brief interview asked them 

about their experiences ordering pizza online and feedback on their experience using the 

Papa John’s site. 

TASKS User goal Issues Successes

Task 1: Ordering

Order a pizza with two toppings Find a way to create a 
customized pizza adding two 
toppings

Some people could not see 
the “Create your own pizza” 
link, or spent some time 
scrolling looking for it, or 
customized a standard pizza 
as a work-around.

Other users successfully created heir pizza 
without much delay. The people doing the 
work-around were still happy with their result.

Some people added too many 
toppings and didn’t know how 
to delete them, or didn’t know 
they had added extra toppings 
until check out.

Most figured out how to use the delete icons 
above the toppings. They all liked the tasty 
photography.

Order a combo pizza with two 
toppings, one on each half

Order different toppings for 
each half a pizza

Many participants saw the 
icons for the half pizzas, but 
didn’t know what they were.

After some scrutiny, most people understood 
how to use the icons and liked them. 

People loved the animations dropping the 
toppings down, and they helped them know 
where they were in the process.

Order a specialty pizza Choose and order a house 
specialty pizza

One person clicked the 
“Customize” button and was 
surprised to see the black 
cheese pizza picture on the 
next screen.

All were able to order a pre-designer pizza

Task 2:  Get deals and coupons

Find the email/text signup Sign up for coupons without 
registering on the site.

People looked first at the Sign 
in, then, the social media, 
before finding the “Text and 
Email Offers.”  

Both the email and text icons 
in the button have individual 
rollover effects, but they both 
go to the same form. This 
confused one person.

Everyone was able to complete this. Some 
said the button was where they expected it to 
be.

Task 3: Filing a complaint when the local store does not respond 

Contact the Corporate office File a complaint about the 
taste and service by email or 
phone

Some people didn’t want to 
leave negative feedback in the 
form. The corporate phone 
number was very hard to see 
and some didn’t find it.

Everyone went to “Customer Service” first and 
found the Feedback form. Most people found 
the corporate number after some scanning.
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Task Analysis 

Task 1.1: Create a pizza with two toppings

Usability issue User did not find the “Create Your Own” link

Quote “It doesn’t look like I can just customize a pizza from the 
start… I get their stock pizzas, there’s no way to just start from  
a plain pizza and add on top of that…”

Result Completed task using a work-around which compromised his 
choices.

              


                 � 1

P5, Charles first scrolled down to 
the footer and back up to the 
header without finding the 
“Create Your own” link. 

!  He compromised by choosing 
the Pan Cheese pizza at the top 
of the page, and added his 
toppings to that.

1
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Task 1.2: Order a combo pizza with two toppings, one on each half

Usability issue User accidentally added 3 toppings and does not know how to fix it.

Quote “Oh, no, it says I have 3 toppings. This is really annoying.”

Result User did not finish the task

!

!  P1, Christina, is flustered, 
wondering why the checkout 
page said she has 3 toppings. 
She went back to edit, but didn’t 
realize that she had added 
sausage twice and one of them 
was hidden under the “View (1) 
more” link. 

!  Because the third sausage 
topping is hidden, the half and 
half icons do not seem to work.

2

3

2

3



P3 also had trouble locating the 
“Create Your Own Pizza” link, 
and used a similar pattern of 
scrolling down through all the 
choices to the footer and back 
up. However, she was able to find 
the link she was looking for.  

She blamed herself for the error. 

“My fault. There it is—it was 
the first choice!”
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Task 1.2: Order a combo pizza with two toppings, one on each half

Usability issue User doesn’t know how to add topping to just half of pizza

P2, Emily, doesn’t see how to 
order a topping on one half of the 
pizza.  

This is because you have to add 
the topping to the whole pizza 
before you can change it to half. 
She hasn't added any toppings 
yet. 

She decides to start over with a 
different base starter. 

Quote “How am I going to do half and half? This doesn’t appear to let 
me do that.”

Result User figured it out after starting over.



Findings and recommendations 

On her second attempt, when 
prompted, Emily did study the 
half and half icons more carefully, 
and liked them once she 
understood what they did. She 
even joked about it. 

She had seen them during the 
first attempt, but “didn’t think 
much about them.” 

“I like the fact that I can put the 
olives on either the left of right 
side.” 😀

                                                                       


                                                                      � 


Finding Recommendation

Difficulty in finding the 
“Create Your Own Pizza” link

This may be the most important user goal: to customize their 
own order. However, the link for this looks like an ad, which 
eye-tracking studies show users tend to avoid, a condition 
called “banner blindness” by researchers Fenway and Lane 
(1998). Design this link in the square format to look like the 
other ordering links. Then give it more visual weight so that 
people see it first. Make all the photos click-able, besides the 
button below them. 

This searching issue is made more difficult by adding 
promotions like the New Pan pizzas to the top of the menu, 
which are essentially ads and obscure the user’s goal.
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Difficulty scanning the many 
choices in the menu. 
Information and cognitive 
overload.

There are a lot of pizza choices to scroll through. The pizza 
types from one another, as they tend to look similar at a 
glance. Consider re-organizing the menu into make it visually 
and conceptually more simple. Do this by creating larger 
categories and subcategories, possibly collapsing the items in 
subcategories until the larger category is chosen. New user 
research can help to find the categories and subcategories that 
users use to make choices. 

People can click a topping 
link twice, adding duplicate  
toppings without realizing it

Make the button for toppings show a “down” or selected state, 
more like a check box.

People don’t always see how 
take a topping off or change 
an order if they change their 
mind.

Pressing the button for a selected topping a second time 
would remove the item from the pizza. People assumed they 
could edit this in the checkout as well, so make that edit link 
more prominent.

It is counter-intuitive that a 
customer has to place a 
topping on the whole pizza 
then take half away to make 
a half-and-half pizza.

Show up front that a user can order a topping on half the 
pizza. That capability is not clear until they add their first 
topping. Also, the placement of the gray box with these icons 
above the list of toppings may be cut off and not seen as the 
user scrolls down, especially on a laptop.

Participants had trouble 
understanding the half-and-
half icons

Label the icons with simple title text, showing what they do. 
Also use tool tips.

It was not easy to find where 
to sign up for email coupons 
and deals

Put the email/text notifications in the top menu. We 
understand that the business prefers people register, but new 
users will not make that commitment right away. The best path 
to a registered user is one that already receives notifications.

Users did not easily find the 
phone number for the 
corporate office.

This phone number should be in the right sidebar near the 
other contact information and after the local store. Making it 
easy to communicate in multiple ways helps customers feel 
connected and gives valuable feedback to the business.

Finding Recommendation
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Follow up research questions  
As is often the case, answering research questions brings up new ones. 

1. How many people choose the ready-made designer pizzas vs. customizing their own? The 

site now appears to favor ordering the pre-designed pizzas. The site should be optimized 

for the most common goal. 

2. Which designer pizzas are most popular?  

3. How do people categorize or group types of pre-made pizzas? Are there sub-categories?

What helps them decide? Knowing this may help organizing the pizza menu so they are 

easier to search. 

4. Do a heat map study to see whether people see the “Create Your Own Pizza” button and 

what areas take the most visitor attention.  

5. Do people prefer to call the local store, use the feedback form, or call the corporate office 

when they have a problem? What about positive feedback? Is there a media preference 

for how to contact the company with one or the other. 
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