
 

University of Washington HCDE 
1851 NE Grant Ln 
Seattle, WA 98195 

December 11, 2018 

J. Patrick Doyle 
Domino’s Pizza 
30 Frank Lloyd Wright Dr., 
Ann Arbor, MI, 48106 

Dear Mr. Doyle, 

We are writing to you with our final report on our usability evaluation of Domino’s 
website. The objective of our evaluation was to test Domino’s online ordering process 
and provide recommendations to improve its user experience. By improving the 
experience of your online ordering process, your website will become more intuitive 
and more appealing to your customers. 

This report provides an introduction to our study as well as the methods we used to 
conduct our study and the types of data we collected. It also discusses our findings 
and recommendations, focused around profile creation, manual ordering, and chatbot 
interactions. Our usability test took place between November 13, 2018 and November 
18, 2018 with eight participants, and overall, we found that while it is easy to start and 
create an order on Domino’s website, parts of the navigation and some of the 
terminology used were confusing and could be improved on. 

We hope that you find our final report informative. If you have any comments, 
questions, or concerns, please feel free to contact us at hdce.gp7@gmail.com or (206) 
543-2100. Thank you for taking the time to read this report. 

Sincerely, 
Carina Dempsey, Courtney Smith, Garret Mar, and Helene Shea 
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Executive Summary  
This report details our usability study on Domino’s website. One of the major 
functionalities of Domino’s website is completing an online order. The goal of our study 
was to find ways to improve the ease of use of this online ordering system as well as 
the effectiveness of the chatbot to reduce frustration for users and the cost of hiring 
employees to take phone orders. We conducted a usability study with three primary 
tasks to test various aspects of the online ordering system. Our tasks included setting 
up a pizza profile, completing an order using the manual pizza system, and completing 
an order using the chatbot. 

Our study sessions took place over the course of a week, and each lasted about an 
hour. We had eight participants (four novice and four experienced users) and 
conducted our sessions at the University of Washington Seattle campus. All of our 
participants had ordered a pizza online, over the phone, or in person in the past three 
months. 

Overall, we found Domino’s online ordering system relatively intuitive. Participants 
were able to successfully create their profiles as well as start and finish their orders 
manually and using the chatbot, and they appreciated the level of detail and 
customization available in the manual pizza ordering system. That being said, 
participants did face some challenges while completing these tasks. In setting up their 
profiles, participants frequently accidentally signed out of their accounts and had 
trouble locating the easy order feature. When ordering their pizza manually, multiple 
participants failed to properly use a coupon for their order. While utilizing the chatbot 
feature, participants struggled to make selections on the interface, undo their mistakes, 
and navigate through the toppings. As such, we believe that improving the interface 
structure, error handling, and navigation should push the website towards a design 
that is more intuitive to Domino’s customers, allowing Domino’s to expand their 
business and bring back more customers in the future. 
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Introduction 
This introduction section will introduce the company and product, describe our study 
goals and research questions, introduce our testing team, define nomenclature, and 
provide an overview for the rest of the document. 

The Company and Product 
Domino’s is a fast food restaurant, known for its pizza. Customers can order pizza, 
pasta, and more from their menu online and can choose whether they would like the 
food to be delivered to their doorsteps or to carry the food out of the restaurant. As a 
fast food restaurant, Domino’s goal is to make online ordering fast, intuitive, and 
enjoyable, which will speed up the ordering process, eliminate employee error from the 
ordering process, and free up more time for employees to spend on other tasks. 

Study Goal and Research Questions 
The purpose of this study is to evaluate Domino’s online ordering process and figure 
out what can be done to improve the experience for users. Specifically, we are aiming 
to improve the ease of use of the online ordering system and the effectiveness of the 
chatbot to reduce frustration for users as well as the cost of hiring employees to take 
phone orders. By making these improvements, Domino’s can create a great online 
ordering experience where customers will want to come back to their website to order 
more food when they are hungry. The research questions that this study will try to 
answer are as follows: 

● Will users understand how to sign in to their pizza profile? 
● Can users quickly and successfully place an order manually? Can users quickly 

and successfully place an order via the chatbot? 
● What is the most intuitive path that users take to edit an existing order? 
● Can users successfully apply a coupon or promotion code to their order? 
● Will users prefer to place an order manually or via the chatbot? Is one of these 

options easier than the other? Why? 
● Which features, if any, of the online ordering process are frustrating to the 

users? 

Testing Team 
We are University of Washington students conducting a usability study on Domino’s 
website for educational purposes. Our team is comprised of four Human Centered 
Design & Engineering majors in HCDE 417: Usability Research Techniques, and all of 
us worked on this usability study throughout the Autumn 2018 quarter. If you would 
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like to contact us, please feel free to email hdce.gp7@gmail.com or call (206) 
543-2100. 

Nomenclature 
This report contains numerous references to various screens on Domino’s website. We 
have provided examples of our most frequently referenced screens below to give 
context to the successes, issues, and design recommendations discussed in the rest 
of the report. 

Figure 1: Domino’s Home Screen 

5 



 

Figure 2: Domino’s Pizza Profile  

 

Figure 3: Domino’s Pizza Builder 
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Figure 4: Domino’s Chatbot, Dom 
 
Overview 
The rest of this report will describe the methods we used to conduct our usability test, 
the types of data we collected, and our findings from our usability test as well as 
design recommendations stemming from those findings. The report will then end with a 
conclusion and a reflection on our experience. 

Methods 
This methods section will describe our participants as well as our study session 
environment, format and procedure, and roles. It will also describe the tasks that we 
asked our participants to perform. 
 
Participants 
Our study was conducted with eight participants between November 13, 2018 and 
November 18, 2018. Four participants rarely or never ordered pizza online, and the 
other four participants have ordered pizza online at least once within the last three 
months. The gender ratio was roughly equally split, with two males and two females 
who have ordered pizza online as well as three males and one female who have not, 
and did not influence our results. All participants were college students and were 
between the ages 19-25. 
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Study Session Environment, Format and Procedure, and Roles 
Our study sessions took place at the University of Washington Seattle campus in Allen 
Research Commons and Sieg Hall. Two group members were present at each session. 
One group member moderated the session, and the other group member took notes. 
The notetaker was able to decide whether they wanted to take notes by hand or with 
their laptop. Participants were asked to think aloud while performing the tasks and 
signed a consent form that allowed us to record their screen and face using 
UserZoom. Our sessions all used the following procedure: 

● Screener survey 
● Pre-test interview 
● Think aloud tasks 
● Post-task questionnaires 
● Post-test interview 

Tasks 
Our study had three main tasks. Our first task asked participants to create a profile on 
Domino’s website and add an easy order to their profile. Our second task asked 
participants to place an order using the online ordering system, manually build a 
custom pizza, and apply a coupon to their order. Our final task asked participants to 
place a pizza order using Domino’s chatbot, Dom. For the full version of our tasks, 
please see Appendix A. 

Metrics 
We collected data during our study sessions using audio and video recordings on 
UserZoom, interview and questionnaire responses, and data-logging tables. Our 
data-logging tables included task successes and failures, number of moderator 
assists, significant quotes, and observers notes. 

The specific types of data that we collected for our study are as follows: 

● Recordings of the usability test session, including the participant’s face and their 
screen, for think aloud data collection 

● Qualitative data from background survey, pre-test interview, and post-test 
interview responses 

● Quantitative data from post-task questionnaires, featuring a likert scale with a 
scale of 1-5 

● Number of tasks correctly completed without moderator assistance and 
participant quotes 
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● Number of tasks failed (either a user requires moderator assistance or moves on 
to the next task without meeting the success criteria) 

● Number of moderator assists 

Results 
This results section will detail our analysis, findings, and recommendations. 

Analysis 
After we conducted all eight of our study sessions, we got together and compared the 
notes that we collected from our sessions. We utilized affinity diagrams to highlight 
patterns in the successes and issues that our participants experienced while 
performing the tasks and ranked these issues based on their severity. These issues 
later became our findings, and we have made some design recommendations on how 
to resolve them. 
 

 
Successes 
Major successes of Domino’s website are as follows: 

● All participants experienced clear call-to-actions to start an order on the home 
page (Figure 5) 

 
Figure 5: Start Your Order   
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● All participants appreciated the Pizza Builder’s flexible customization options 
and detailed information (Figure 6) 

 
Figure 6: Domino’s Pizza Builder 

Key Findings 
Severity 1: 

● Three out of eight participants could not recover from chatbot errors without 
starting their order over 

Severity 2: 
● Seven out of eight participants struggled to create an easy order 
● Six out of eight participants expected the “Sign Out” button to be the “Pizza 

Profile” button 
● Six out of eight participants struggled to discover and use coupons 
● Seven out of eight participants did not immediately click the “Select” button 

when selecting a location 

Severity 3: 
● Eight out of eight participants were frustrated that the University of Washington 

is not listed as a college campus 

Severity 4: 
● Seven out of eight participants were annoyed by the donation pop-ups 
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Detailed Findings 
The tables below detail the usability issues we found, sorted by task and then severity 
and UI area. 

The severity ratings definitions (Nielsen, 1995) are as follows: 
● 1 = Usability catastrophe: imperative to fix this before product can be released 
● 2 = Major usability problem: important to fix, so should be given high priority 
● 3 = Minor usability problem: fixing this should be given low priority 
● 4 = Cosmetic problem only: need not be fixed unless extra time is available on 

project 

Part One - Set up a Domino’s profile 

Findings, Evidence, Recommendations, Fixes  Severity  UI Area 

Seven out of eight participants struggled to create an easy 
order. 

2  Pizza 
Profile 

 

Description 
One of our tasks asked participants to create an easy order; however, since the path 
of creating an easy order is parallel to the path of creating an order, most of our 
participants had issues figuring out if they had actually saved their easy order. The 
saving of an easy order is at the same point as the checkout of a normal delivery 
order, which was confusing, because saving the order as an easy order is not the 
same as ordering it. Many of our participants cancelled out of their easy order before 
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they saved it, thinking that they had succeeded in saving it, and had to go through 
the process all over again to save their easy order to their profile. 

Evidence 
● P5 attempted to checkout instead of saving the easy order  
● “I don’t know what an easy order means.” - P5 

Recommendation 
● Remove the “Checkout” button 

Six out of eight participants expected the “Sign Out” button 
to be the “Pizza Profile” button. 

2  Pizza 
Profile 

 
Description 
In the upper-right corner of the home screen, there is a blue button with a person 
icon on it. Users use this button to create their account and sign in, and after they 
sign in, this button switches functionality and becomes a sign out button. That being 
said, six of our participants expected the sign out button to lead to their pizza profile, 
and when they hit the button, they were signed out unexpectedly and had to sign 
back in to access to their pizza profile to create their easy order. Notably, one of our 
users did not notice when they signed out and requested for moderator assistance to 
complete the easy order task. 

Evidence 
● “Shit, I logged out. No!” - P4 
● “I am expecting to go back to the home screen.” - P6 

Recommendation 
● Use a drop-down menu with the option of accessing the profile and signing 

out 

Eight out of eight participants were frustrated that the 
University of Washington is not listed as a college campus. 

3  Pizza 
Profile 
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Description 
One of our tasks was to add Mary Gates Hall as a primary address. All eight of our 
participants selected “Campus/Base” as the “Address Type” and was unable to find 
the University of Washington under the “Campus/Base” drop-down menu. The 
participants expressed frustration that the UW was not listed, and one of them kept 
double-checking to make sure that they did not miss out on something. Since the 
UW is one of the biggest universities in Washington and smaller universities were 
listed, the participants expected the UW to be on the list and were confused when it 
was not. 

Evidence 
● “They don’t have University of Washington? They have Eastern and Central? 

That’s dumb.” - P1 

Recommendation 
● Add the University of Washington as an option under “Campus/Base” 
● Add the option to manually enter information about the campus/base if it is 

not available in the drop-down menu 

 

Part Two - Place an order manually 

Findings, Evidence, Recommendations, Fixes  Severity  UI Area 

Six out of eight participants struggled to discover and use  2  Coupons/
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coupons.  Checkout 

 

Description 
One of our tasks required participants to apply a specific coupon to their order. Six 
of our participants had trouble both with locating the add coupon button and figuring 
out how to add a coupon when they located the add coupon button. This button is 
located at the top of the page, and most participants went to the checkout page to 
look for coupons, entering the name of the coupon in the promo code field. 

Evidence 
● P2 and P4 both typed the name of the coupon into the add coupon section 

instead of using the coupon code 

Recommendation 
● Add coupons automatically 
● Add a coupon suggestion section  
● Make it clear what information users are supposed to input in the promo code 

field 

Seven out of eight participants were annoyed by the 
donation pop-ups. 

4  Checkout 
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Description 
Participants were annoyed at the St. Judes pop-up prompt asking for donations. 
Seven of our participants reacted with surprise and quickly dismissed the donation 
pop-up prompt by clicking on the “No, Go to Checkout” option. One of our 
participants chose to donate $1 due to “being nice.” 

Evidence 
● “No, I don’t want to donate. I’m ordering pizza. I don’t care about others.” - P1 

Recommendation 
● Add donations upfront in the order process, rather than an impeding pop-up 

prompt before checkout 

 
 
Part Three - Order a pizza via chatbot 

Findings, Evidence, Recommendations, Fixes  Severity  UI Area 

Three out of eight participants could not recover from errors 
without starting their order over. 

1  Dom 
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Description 
Participants struggled to go back to previous chatbot prompts. Three of our 
participants restarted the entire task after struggling to return to a previous prompt. 
When a participant wanted to go back and edit their response, there was no error 
handling to go back. Participants compromised by eventually finishing the order and 
removing the error item from the cart. 

Evidence 
● “How do I go back?” - P6 

Recommendation 
● Add an “edit response” button to each prompt 

Seven out of eight participants did not immediately click the 
“Select” button when selecting a location. 

2  Dom 
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Description 
The chatbot interface includes a series of buttons which the user must press for each 
step of the ordering process. One of these steps in our task included the selection of 
the delivery address. When participants went to select a delivery address, they were 
confused by which icon they were supposed to be clicking. Seven of our participants 
did not immediately click the “Select” button. Instead, they either clicked the empty 
circle button next to the house icon, which actually allows users to scroll through 
addresses, or clicked the house icon, which is not actually clickable. Some users also 
clicked both of these items before clicking the actual “Select” button, as seen in the 
L-shaped Participant Selection flow illustrated above. 

Evidence 
● P1 and P4 both utilize L-shaped click flow demonstrated above  

Recommendation 
● Make the arrows darker 
● Make the image clickable 
● Remove the “Select” link 

Two out of eight participants struggled with comprehending 
toppings wall of text. 

2  Dom 
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Description 
One of our tasks asked participants to order a pizza from Domino’s set menu. 
However, two of our participants instead customized their own pepperoni pizza using 
the chatbot. When they reached the point where they were allowed to choose 
toppings for their custom pizza, the chatbot messaged the toppings as a massive list. 
Users were expected to sift through the information and respond to the chatbot with 
what toppings they wanted. Our two participants appeared overwhelmed by the 
method which the options were delivered to them and were initially unsure about how 
to respond. 

Evidence 
● “Felt like I had less control for customizing pizza because of multiple choice 

options” - P2 
● P4 had to utilize the control-F function on the keyboard to search through the 

topping list and locate pepperoni 

Recommendation 
● Split the toppings up into categories 
● Click to select toppings 
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Conclusion 
Although we can tell that Domino’s has already put a lot of time and effort into carefully 
crafting their website, we still see some changes that can be made to improve the ease 
of which users can use it to order online. There are high level improvements that need 
to be made to the visual hierarchy, information architecture, and navigational elements 
of the website. Once these changes are implemented, we believe the Domino’s online 
ordering system will be even more intuitive to its customers. For a company like 
Domino’s that is a frontrunner in terms of innovation, with pursuits like the self-driving 
pizza delivery car, the importance of a seamless user experience cannot be 
understated. 

If we were to continue our work on this project, our next steps would include additional 
usability tests. One limitation of our study was that our participants were relatively 
young, ranging from ages 19-25. For this generation, ordering food online is pretty 
common, and it would be interesting to test an older generation of participants (e.g., 
people ages 50 and older) to see how well they are able to navigate through a similar 
set of tasks on Domino’s website. 

In addition to broadening the age range of our participants, we would also be 
interested in diving deeper into the functionalities of the chatbot feature. The Domino’s 
chatbot is currently in beta form, and Domino’s has a lot of work to do before releasing 
it as a finalized, polished product. We had a strong divide in our responses to the 
chatbot feature, with participants either loving it or hating it. While some of our 
participants thought of the chatbot as a fun, futuristic ordering mechanism with a few 
kinks, others found the experience very “closed,” hard to navigate, and full of 
limitations. We would be interested in testing this feature further as Domino’s continues 
to develop it and pushing it towards a design that is more universally appealing to their 
customers. 

Final Reflection  
We believe that one of the biggest strengths of our study was the highlight video clips 
that showed the participants’ pain points during study sessions; however, after losing 
several video recordings through the UserZoom software, we learned the importance 
of backing up video recordings. Our inability to recover the lost video clips meant that 
we had less compelling evidence when showing our results. In retrospect, we should 
have used a backup video software, such as Quicktime or Google Hangouts, to ensure 
that the video clips were saved. Although we piloted our entire usability test, we also 
should have created test recordings on the testing laptops in our pilot tests and 
ensured that the software was properly set up on each laptop used in the study 
sessions. Overall, this entire usability testing experience taught us the importance of 
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ensuring proper data collection and presenting compelling evidence for usability issues 
through the use of participant video clips. 
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Appendix A 

Usability Test Kit 

Usability Test Kit 
Team Human Centered Pizza: Carina Dempsey, Courtney Smith, Garrett Mar, Helene 

Shea 

Description 
Domino’s is a fast food restaurant, known for its pizza. Customers can order pizza, 
pasta, and more from their menu online and can choose whether they would like the 
food to be delivered to their doorsteps or to carry the food out of the restaurant. As a 
fast food restaurant, Domino’s goal is to make online ordering fast, intuitive, and 
enjoyable to speed up the ordering process, eliminate employee error from the 
ordering process, and free up more time for employees to spend on other tasks. The 
purpose of this study is to evaluate Domino’s online ordering process and figure out 
what can be done to improve the experience for users. Specifically, we are aiming to 
improve the ease of use of the online ordering system and the effectiveness of the 
chatbot to reduce frustration for users as well as the cost of hiring employees to take 
phone orders. By making these improvements, Domino’s can create a great online 
ordering experience where customers will want to come back to their website to order 
more food when they are hungry. 

Research Questions 
The research questions that this study will try to answer are as follows: 

● Will users understand how to sign in to their pizza profile? 
● Can users quickly and successfully place an order manually? Can users quickly 

and successfully place an order via the chatbot? 
● What is the most intuitive path that users take to edit an existing order? 
● Can users successfully apply a coupon or promotion code to their order? 
● Will users prefer to place an order manually or via the chatbot? Is one of these 

options easier than the other? Why? 
● Which features, if any, of the online ordering process are frustrating to the 

users? 
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Screening Questionnaire 
Our target user group consists of college students, ages 19-25, from the Washington 
area. We would like for our participants to have ordered a pizza online, over the phone, 
or in person from any pizza restaurant in the past three months and are hoping to 
recruit a total of eight participants for our study as well as one participant to pilot our 
study. Of the eight participants, four participants will have ordered pizza online before 
and four will have not. The gender ratio will be equally split, with two males and two 
females who have ordered pizza online as well as two males and two females who 
have not. 

This screening questionnaire will be posted online to recruit participants for our 
usability study. 

“Human Centered Pizza 

Hello! We are a team of University of Washington students conducting a usability study 
on a pizza delivery website’s online ordering system for educational purposes. 

If you are interested in participating in our study, please fill out the following 
questionnaire. All personal information will remain confidential and the questionnaire 
will take about 5 minutes to complete. If you fall under our intended user group, we will 
contact you within the next 72 hours to confirm a date and time for your testing 
session. 

Please note that this study will take place at the University of Washington, Seattle and 
may take up to an hour of your time. Thank you for taking our survey. We appreciate 
your interest in participating in our study.” 

1. Have you ordered a pizza in the last 3 months? 
a. Yes 
b. No [terminate] 

2. Have you ordered a pizza online before? 
a. Yes 
b. No 

 
3. How often do you order pizza online? 

a. Once a week or less 
b. More than once a week 

4. Which websites, if any, have you ordered pizza from before? Please select all 
that apply. 
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a. Pizza Hut 
b. Domino’s Pizza 
c. Little Caesars 
d. Papa John’s 
e. Papa Murphy’s 
f. Other (please specify): ___________ 

 
5. How often do you order pizza from Domino’s online? 

a. Once a week or less 
b. More than once a week 

6. Please select the days and times you’re available. 
a. Tuesday, November 13 (morning) 
b. Tuesday, November 13 (afternoon) 
c. Tuesday, November 13 (evening) 
d. Thursday, November 15 (morning) 
e. Thursday, November 15 (afternoon) 
f. Thursday, November 15 (evening) 

7. What is your first and last name? 

8. How old are you? [terminate if younger than 19 or older than 25] 

9. What are your preferred pronouns? 

10.What is your email address? 
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Script 
This script is to be read aloud to the participant once they have sat down and gotten 
comfortable. 

“Hello! 

My name is __________. Thank you for taking the time out of your day to participate in 
this testing session. I am now going to provide you with some basic information 
regarding what will be happening today. 

We are a team of University of Washington students conducting a usability study on 
Domino’s online ordering system. I will be facilitating today, and my colleague 
__________ will be taking notes so that we can analyze the system’s issues after this 
testing session is over. Our goal is to improve the ease of use of Domino’s online 
ordering system, and we are not testing you in any way. 

We will be running through three sets of tasks together. Please try to express your 
thoughts as they occur to you when you are completing the tasks. This is called 
thinking aloud, and it will give us a better understanding of your experience with the 
system while you are using it. Feel free to ask me any questions if you have them, and I 
will do my best to answer them. If I cannot answer a question in the moment, I will 
answer them to the best of my ability after we finish all of the tasks. Also, if you need to 
excuse yourself for any reason or take a break, please let me know. 

With your permission, we would like to record your screen and use the webcam to 
record your face while you are working through the tasks. These recordings are for us 
to better understand the usability problems with Domino’s system. Your comfort and 
privacy are extremely important to us, and your personal information will remain 
confidential. 

Do you have any questions so far? 

[If yes, answer the questions. If no, give the participant a consent form.] 

Great! Please sign this consent form. 

[Participant signs the consent form and gives it back to us.] 

Thank you! 

We also have a pre-test interview and a post-task questionnaire to better gauge your 
experience with the product. After you have completed all three sets of tasks, we will 
ask a few final questions to understand your overall experience and any additional 
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feedback you’d like to share. We are interested in any and all of the feedback you have 
about your experiences with this product. 

Alright! I know that’s a lot to digest. Do you have any questions? 

[If yes, answer the questions.] 

Okay! Before we get started with the tasks, let’s run through the pre-test interview. 

[Refer to the the pre-test questionnaire.] 

Thank you for your feedback. Are you ready to start? 

I’m going to read you a list of task scenarios to complete. If you ever need to refer 
back to a task scenario, we have also printed them out for you. Please think aloud as 
much as possible as you walk through the each task. After each set of tasks, we’ll also 
ask you to fill out a post-task questionnaire. 

For the first part… 

[Refer to part 1 of the task scenarios.] 

Thank you for completing the first set of tasks! Please fill out this post-task 
questionnaire about this process. 

[Give the participant a post-task questionnaire.] 

For the second part… 

[Refer to part 2 of the task scenarios.] 

Thank you for completing the second set of tasks! Please fill out this post-task 
questionnaire about this process. 

[Give the participant a post-task questionnaire.] 

For the third part… 

[Refer to part 2 of the task scenarios.] 

Thank you for completing the last set of tasks! Please fill out this post-task 
questionnaire about this process. 

[Give the participant a post-task questionnaire.] 
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And we’re done with the tasks! Before we let you go, we’re going to hold post-test 
interview with you. We’d like it if you’re as open and honest with your feedback as 
possible. Are you ready? 

[Refer to the post-test questionnaire. The facilitator and observer may ask follow up 
questions.] 

Thank you! Do you have any questions now that we are done? I’ll do my best to 
answer any that you may have. 

[If yes, answer the questions. If no, stop the recording and save the file. Thank the 
participant again and escort them out of the room.]” 
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Consent Form 
This consent form will be given to the participant to sign. 

Thank you for agreeing to participate in our usability study. 

During this testing session, we will ask you to perform tasks on the computer, interview 
you about the tasks you performed, and audio and video record your screen and face. 
The data we collect and the recording from this testing session will be used in our 
reports for educational purposes, and personal information will remain confidential. 
Participation in this usability study is voluntary, and you are free to withdraw from this 
testing session at any time. 

By signing this consent form, you are indicating that you have read and understood the 
information above and that any questions you have about this testing session have 
been answered. 

Participant’s printed name: ___________________________________________ 

Participant’s signature: ___________________________________________ 

Date: _______________   
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Pre-test Questionnaire 
We will conduct interviews with our participants before we ask them to complete the 
tasks. These open-ended questions are to be read aloud to the participant. The 
notetaker will record the answers. 

1. Have you ever ordered pizza online? 
2. Tell me about the last time you ordered a pizza. 
3. Have you ever ordered pizza from Domino’s? Can you tell me about that 

experience? 
4. Do you prefer ordering food online, over the phone, or in person? Why? 
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Task Scenarios 
Users will be asked to go through three workflows: setting up a Domino’s profile, 
placing an order manually, and ordering a pizza via chatbot. To meet the successful 
completion conditions for all of the tasks in these workflows, users must be able to 
perform the tasks and achieve the correct results without moderator assistance. 

Part One - Set up a Domino’s profile 

Task #1   

Goals/Output:  To create and log in to a Domino’s profile. 

Scenario:  Imagine you want to create a Domino’s account to redeem 
the benefits of saving your order preferences and to be a 
part of the reward programs. Create your personal Domino’s 
account and log in. 

Task #2   

Goals/Output:  To add 1851 NE Grant Ln, Seattle, WA 98195-0001 as the 
primary address. 

Scenario:   You and your friends study at Mary Gates Hall on UW 
campus every week. The address is 1851 NE Grant Ln, 
Seattle, WA 98195-0001. How would you ensure that this is 
the address where your pizza always goes? 

Task #3   

Goals/Output:  To add the Wisconsin 6 Cheese pizza as an easy order for 
future orders. 

Scenario:  Your favorite pizza is the “Wisconsin 6 Cheese pizza.” 
Please add the Wisconsin 6 Cheese pizza as a saved order 
to use for future orders. 

Task #4   

Goals/Output:  To order a Wisconsin 6 Cheese pizza using the easy order 
feature. 

Scenario:  Please order your favorite pizza.  
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Part Two - Place an order manually 

Task #1   

Goals/Output:  To start a delivery order. 

Scenario:  Imagine that you and your friend are holding a study session 
for finals and don’t have the time or energy to cook or eat 
out. You both decide to go online and order some food from 
Domino’s. Please start a delivery order. 

Task #2   

Goals/Output:  To add a large pizza with a hand tossed, no garlic-seasoned 
crust; cheese (extra); robust inspired tomato sauce (normal); 
pepperoni (extra); and black olives (extra) to an order. 

Scenario:  You and your friend would like to try out a new pizza. Please 
order a large pizza with a hand tossed, no garlic-seasoned 
crust; cheese (extra); robust inspired tomato sauce (normal); 
pepperoni (extra); and black olives (extra). 

Task #3   

Goals/Output:  To add a 8-piece parmesan bread twists with garlic dipping 
sauce to an order. 

Scenario:  Your friend would like something on the side to go with the 
pizza. Please order a 8-piece parmesan bread twists with 
garlic dipping sauce. 

Task #4   

Goals/Output:  To add two 2L bottles of Barq’s root beer to an order. 

Scenario:  You would like something to wash all the food down. Please 
order two 2L bottles of Barq’s root beer. 

Task #5   

Goals/Output:  To apply the “Large 2 Topping and 8-Piece Stuffed Cheesy 
Bread” coupon to an order. 
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Scenario:  To save money, you would like to use a coupon. Luckily, 
there’s a coupon that fits your order. Please apply the 
“Large 2 Topping and 8-Piece Stuffed Cheesy Bread” 
coupon to your order. 

Task #6   

Goals/Output:  To remove one 2L bottle of Barq’s root beer from an order. 

Scenario:  Your friend notices the two 2L bottles of Barq’s root beer 
and thinks it might be a little bit much. Please remove one of 
the 2L bottles from your order. 

Task #7   

Goals/Output:  To checkout an order. 

Scenario:  You and your friend are done! Please purchase your order. 

 
Part Three - Order a pizza via chatbot 

Task #1   

Goals/Output:  To start a new delivery order via the chatbot, using the 
phone number “425-877-3393” and the apartment address 
“4730 University Way NE #613, Seattle, WA 98105.” 

Scenario:  Imagine you recently heard about Domino’s new feature - a 
chatbot named Dom - and decide to try it out to order a 
pizza. Please start a new delivery order via the chatbot. 

Task #2   

Goals/Output:  To order a medium ultimate pepperoni pizza with a hand 
tossed crust. 

Scenario:   You would like something simple to eat. Please order a 
medium ultimate pepperoni pizza with a hand tossed crust. 

Task #3   

Goals/Output:  To checkout your order. 
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Output  You’re done! Please purchase your order. 

   

33 



 

Post-task Questionnaire 
We will have users fill out an online post-task questionnaire after they complete each of 
the three parts. The questionnaires will be identical and brief, and we will follow up with 
questions to dig into the reasoning behind each rating. We would like to get a better 
understanding of users’ experiences with the profile as well as their experiences with 
ordering online without a chatbot, with a chatbot, and the differences between those 
experiences. 

On a scale of 1-5, 1 being strongly disagree and 5 being strongly agree, to what extent 
do you agree or disagree with the following statements? 
  

    Strongly 
Disagree 

Disagree  Neither 
agree nor 
disagree 

Agree  Strongly 
agree 

   Statement  1  2  3  4  5 

1  I think this system was easy to use.                

2  This system provided help for me 
when I got stuck.  

              

3  The terminology used throughout this 
system made sense to me. 

              

4  I think this system is aesthetically 
pleasing. 

              

5  I would order a pizza again using this 
system in the future.  

         

6  I would recommend this system to a 
friend or colleague.  
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Post-test Questionnaire 
We will conduct interviews with our participants after they complete all of the tasks or 
have spent the allotted time trying to. These open-ended questions are to be read 
aloud to the participant. The notetaker will record the answers. 

1. Overall, how satisfied are you with Domino’s online ordering experience? What 
did you like or dislike? Why? 

2. Do you feel like the standards and terminology used on Domino’s website were 
clear? 

3. Based on what you used today, do you have a favorite feature on Domino’s 
website? Which one? 

4. If you could change one thing about the experience, what would it be? 
5. After using Domino’s website, would you use it to order a pizza again? Why?   
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Data-Logging Tables 
 
Part One - Set up a Domino’s profile 

Task  Task Completed?  Number of assists 

Create and log in to a 
Domino’s profile. 

   

Add 1851 NE Grant Ln, 
Seattle, WA 98195-0001 
as the primary address. 

   

Add the Wisconsin 6 
Cheese pizza as an easy 
order for future orders. 

   

Order a Wisconsin 6 
Cheese pizza using the 
easy order feature. 

   

 
 

Task  Participant Quotes  Observer Comments 

Create and log in to a 
Domino’s profile. 

   

Add 1851 NE Grant Ln, 
Seattle, WA 98195-0001 
as the primary address. 

   

Add the Wisconsin 6 
Cheese pizza as an easy 
order for future orders. 

   

Order a Wisconsin 6 
Cheese pizza using the 
easy order feature. 

   

 
Part Two - Place an order manually 
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Task  Task Completed?  Number of assists 

Start a delivery order.     

Add a large pizza with a 
hand tossed, no 
garlic-seasoned crust; 
cheese (extra); robust 
inspired tomato sauce 
(normal); pepperoni (extra); 
and black olives (extra) to 
an order. 

   

Add a 8-piece parmesan 
bread twists with garlic 
dipping sauce to an order. 

   

Add two 2L bottles of 
Barq’s root beer to an 
order. 

   

Apply the “Large 2 
Topping and 8-Piece 
Stuffed Cheesy Bread” 
coupon to an order. 

   

Remove one 2L bottle of 
Barq’s root beer from an 
order. 

   

Checkout an order.     

 
 

Task  Participant Quotes  Observer Comments 

Start a delivery order.     

Add a large pizza with a 
hand tossed, no 
garlic-seasoned crust; 
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cheese (extra); robust 
inspired tomato sauce 
(normal); pepperoni (extra); 
and black olives (extra) to 
an order. 

Add a 8-piece parmesan 
bread twists with garlic 
dipping sauce to an order. 

   

Add two 2L bottles of 
Barq’s root beer to an 
order. 

   

Apply the “Large 2 
Topping and 8-Piece 
Stuffed Cheesy Bread” 
coupon to an order. 

   

Remove one 2L bottle of 
Barq’s root beer from an 
order. 

   

Checkout an order.     

 

Part Three - Order a pizza via chatbot 
 

Task  Task Completed?  Number of assists 

Start a new delivery order 
via the chatbot, using the 
phone number 
“425-877-3393” and the 
apartment address “4730 
University Way NE #613, 
Seattle, WA 98105.” 

   

Order a medium ultimate 
pepperoni pizza with a 
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hand tossed crust. 

Checkout your order.     

 
 

Task  Participant Quotes  Observer Comments 

Start a new delivery order 
via the chatbot, using the 
phone number 
“425-877-3393” and the 
apartment address “4730 
University Way NE #613, 
Seattle, WA 98105.” 

   

Order a medium ultimate 
pepperoni pizza with a 
hand tossed crust. 

   

Checkout your order.     
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Appendix B 
Survey Results 

Participant Screening Questionnaire Results 
 

  Have you 
ordered a 
pizza in the 
last 3 
months? 

Have you 
ordered a 
pizza online 
before? 

How often 
do you 
order pizza 
online? 

Which 
websites, if 
any, have 
you ordered 
pizza from 
before? 

How often 
do you 
order pizza 
from 
Domino’s 
online? 

P1  Yes  Yes  Once a 
week or less 

Pizza Hut, 
Domino’s 
Pizza, Papa 
John’s 

Once a 
week or less 

P2  Yes  Yes  Once a 
week or less 

Domino’s 
Pizza, Papa 
John’s 

Once a 
week or less 

P3  Yes  Yes  Once a 
week or less 

Pizza Hut, 
Domino’s 
Pizza 

Once a 
week or less 

P4  Yes  No  N/A  N/A  N/A 

P5  Yes  No  N/A  N/A  N/A 

P6  Yes  Yes  Once a 
week or less 

Domino’s 
Pizza 

Once a 
week or less 

P7  Yes  No  N/A  N/A  N/A 

P8  Yes  No  N/A  N/A  N/A 
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Post-Task Questionnaire Results 
 

Part One - Set up a Domino’s profile 
 

    Strongly 
Disagree 

Disagre
e 

Neither 
agree 
nor 
disagree 

Agree  Strongl
y agree 

   Statement  1  2  3  4  5 

1  I think this system was easy to use.  P8  P4, P7  P5  P2  P1, P3, 
P6 

2  This system provided help for me when I 
got stuck.  

P5, P7, 
P8 

P3, P4, 
P6 

   P1, P2   

3  The terminology used throughout this 
system made sense to me. 

P8    P4  P3, P5, 
P7 

P1, P2, 
P6 

4  I think this system is aesthetically 
pleasing. 

P5, P4    P3, P6  P7  P1, P2, 
P8 

5  I would order a pizza again using this 
system in the future.  

  P4, P8  P5  P3, P6  P1, P2, 
P7 

6  I would recommend this system to a 
friend or colleague.  

P5, P8    P3, P4  P2, P6  P1, P7 

 

Part Two - Place an order manually 
 

    Strongly 
Disagree 

Disagre
e 

Neither 
agree 
nor 
disagree 

Agree  Strongl
y agree 

   Statement  1  2  3  4  5 

1  I think this system was easy to use.  P4, P5    P8  P1, P2  P3, P6, 
P7 
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2  This system provided help for me when I 
got stuck.  

P5, P7   P1, P6  P3, P4, 
P8 

P2   

3  The terminology used throughout this 
system made sense to me. 

      P1, P3, 
P4, P5, 
P7 

P2, P6 

4  I think this system is aesthetically 
pleasing. 

P5  P4  P3, P6  P7  P1, P2, 
P8 

5  I would order a pizza again using this 
system in the future.  

P5    P4  P3, P6, 
P8 

P1, P2, 
P7 

6  I would recommend this system to a 
friend or colleague.  

P5    P3, P8  P2, P4  P1, P6, 
P7 

 

Part Three - Order a pizza via chatbot 
 

    Strongly 
Disagree 

Disagre
e 

Neither 
agree 
nor 
disagree 

Agree  Strongl
y agree 

   Statement  1  2  3  4  5 

1  I think this system was easy to use.    P7  P2, P4  P3, P5, 
P8 

P1, P6 

2  This system provided help for me when I 
got stuck.  

    P4, P5, 
P7 

P2, P3, 
P8 

P1, P6 

3  The terminology used throughout this 
system made sense to me. 

      P3, P4, 
P5, P7 

P1, P2, 
P6, P8 

4  I think this system is aesthetically 
pleasing. 

    P3, P4, 
P5  

P2, P6, 
P7 

P1, P8 

5  I would order a pizza again using this 
system in the future.  

P7  P2  P3, P4  P5  P1, P6, 
P8 

6  I would recommend this system to a 
friend or colleague.  

P5, P7  P2  P3, P4    P1, P6, 
P8 
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