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Cognitive Walkthrough + Heuristic Evaluation 

Product being evaluated: 

Domino’s Pizza, https://www.dominos.com/ 

Description of the product: 

Domino’s is a fast food chain that specializes in pizza delivery. Customers can order in-

person, over the phone, or online and eat at the Domino’s location, pick up their food 

and bring it to another location, or have their food delivered. It is a chain designed 

around customising your meal and experience.   

Users and their goals:  

The user of this product are people who are seeking a quick warm meal. More 

specifically, someone who want a cheap meal, has access to a method of ordering, 

such as internet access, and a method of payment, such as a credit card. There is not 

strict inclusion criteria but due to the nature of available study participants for this study 

we will be mainly focusing on college students in the 18-25 age group. These users goal 

when using the Dominos website will be to order an inexpensive and quick meal, they 

will achieve this goal by completing the following tasks. choosing a service method 

(delivery or carryout), building a pizza and adding it to their cart, adding a drink to their 

cart, and placing their order. 

User and tasks for this evaluation: 

The user being used in this Cognitive Walkthrough + Heuristic Evaluation is a 21 year 

old college student who is hungry and does not have time to cook. They will be ordering 

a meal and will be tasked with building a pizza and adding it to their cart then placing 

their order. 

Step diagrams for Cognitive Walkthrough for each task: 



 



 

Cognitive Walkthrough results: 

For task 1, building a pizza, the main problems come from the aesthetic of the website 

itself. The web pages used to complete this task are very busy with many different 

separate boxes and very loud colors. Part of this problem is that the web pages have a 

very large amount of information in a small window. These problems could be lessened 

or fixed through lessening the amount of information present on each page. Much of the 

extra information can easily be found on pages in other steps of the task and do not 

need to be repeated as frequently as they are.  

For task 2, placing an order, the main problems come from a lack of clear hierarchy on 

the web pages. In order to prevent errors in the ordering process much of the 

information on the pages involved in this task is repeated. The repetition is useful when 

presented to the user in a uniform way but, on the pages of the task the same 



information is presented in different and scattered order. This problem could be fixed be 

creating a more linear hierarchy that is consistent across all of the pages that the same 

information is presented on.  

Heuristics for the Heuristic Evaluation: 

 

 



 

Heuristic Evaluation results: 

For task 1, building a pizza, the main problems come from the amount of information 

presented on each web page. There is a large amount of information presented and 

available on each page of the task, leading to user confusion and website inefficiency. 

Each web page had many repeating elements that are not necessary to the core 

function of the page which results in the page loading slowly. By eliminating some of the 

unnecessary and repetitive functions on each individual web page the pages would load 

quicker and the user would have less confusion. Currently it is hard for the user to 

determine where to click to proceed and have less information overall would speed up 

that process.  

For task 2, placing an order, the main problems come from the lack of consumer 

support and rigidity of the users options. At this point in the process of ordering a pizza 

the user has made all of their choices and are confirming their choices before sending 

the order to be made. During this stage users may have questions and need to edit 

information or make minor changes but are not able and are not able to get support on 

how to easily make changes. If the chatbot that is available on all other pages of the 

website was made available during all parts of this task the user would be able to 

decrease frustration while efficiently making any changes they may need to make.  

Focus of usability test moving forward: 

Moving forward the findings from the cognitive walkthrough and heuristic evaluation 

show that the focus of usability testing should be on the users efficiency when 

completing tasks and the error rate of the user. Both the cognitive walkthrough and 

heuristic evaluation results support further study of user error rates because they both 

related to the over presentation of information during task 1. The cognitive walkthrough 

results support further study of user efficiency because it relates to the lack of hierarchy 

on the web pages which slows users down. The heuristic evaluation results support 

further study of user efficiency because when too much information is thrown at a user 

they will have a harder, slower time completing their task.  


