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Background  
The client, Ed’s Buffalo Wings and Pizza, competes for business with other local 
restaurants and online services such as GrubHub, so their website must be intuitive and 
provide a seamless ordering experience. The website, edswings.com , has several 
aesthetic issues and is in need of an up-to-date look and feel. We conducted usability 
tests with several peers in order to solicit feedback on aspects of the website that 
should be improved. We asked them about appearance, ease of use, and any potential 
problems they ran into over the course of interaction. With their feedback and our 
observations, we are able to identify consistent grievances users hold with the current 
user interface of the website. This feedback can be used to construct a concrete plan 
for revamping Ed’s website. 

Methodology  
For our usability test, users conducted a series of tasks and provided feedback. Our 
tasks focused on navigation, ease of ordering, and satisfaction. In addition to two 
scenarios, participants completed a pre-test questionnaire and a post-test 
questionnaire. 
 
Participants used their own computers to ensure that an unfamiliar device did not 
complicate their ordering experience. We conducted our studies between 5PM and 8PM 
when participants were hungry. We used Skype and the screen sharing capabilities so 
people could order from their usual environment, where they were comfortable. Skype 
allowed us to see their screen and their facial expressions, while both of us took notes. 
Each session lasted between 20 and 30 minutes. 
 
This study focused on Drexel juniors and seniors who order food online at least once a 
week. In order to be somewhat representative of the university’s population, we chose 
participants from a variety of majors: environmental science, biology, 
marketing/communication, graphic design, and materials science and engineering.  

Test Goals and Objectives  
This usability test was to collect feedback about the Ed’s online interface, including 
information on the ease of ordering, problems users encounter, and what changes 
would improve their experience. The main objective is to improve the user interface of 
Ed’s website and provide a clear, intuitive user experience for Ed’s patrons.  



 

Participants 
Our participants were 3 females and 2 males, aged 21-23. 22 was both the mode and 
average age of our sample. Despite the variation in age, 4 out of 5 participants were 
considered seniors in their programs. We chose participants from a variety of majors, 
including environmental science, biology, marketing and communications, graphic 
design, and materials science and engineering. We chose a diverse selection in order to 
emulate a cross-section of the Drexel student body.  
 
All participants had used online ordering services such as Grubhub before, but 2 of the 
5 had not used independent websites for ordering delivery; the Ed’s ordering experience 
was new for them. All participants order delivery 1-2 times per week, and most value 
prompt delivery over cost, quality, and convenience. Given their differing backgrounds, 
the participants’ issues with the website varied somewhat, but many problems were 
noted by multiple users. 

Tasks/Scenarios  
The test started with an overview and pre-test questionnaire, followed by the two 
scenarios described below and a post-test questionnaire.  
 
Overview (5 minutes) 
The moderator will welcome the participant, explain the study, and ask the participant to 
think out loud. The moderator will also give the participant the pre-test questionnaire. 
 
Scenario 1 (5 minutes) 
You’re considering ordering food from Ed’s. Take a minute to look around the home 
page without clicking on anything.  
After you’ve familiarized yourself with it, tell us: what are your overall impressions?  
 
Scenario 2 (10 minutes) 
You’re ordering dinner for you and some friends. You need: 

● 1 whole vegan pizza, any size, you choose the toppings 
● 1 buffalo chicken cheesesteak 
● 20 mango habanero wings with extra bleu cheese 

Add all of the items to your cart. How would you go about doing this? How does the 
experience compare to using other online ordering options? 
 
 



 

Closing (5-10 minutes) 
Moderator will have the participant complete the post-test questionnaire to find out more 
about their overall experience with the site. 

Findings/Test Results 
Our participants were impressed with the variety of options available from Ed’s, as well 
as the customizability of the food. Most participants were also impressed with the 
specials. 
 
All of our participants had trouble navigating the menu. Two went to Ed’s Menu instead 
of Order Online at the beginning. Everyone quickly found a slice of vegan pizza, but it 
took longer to figure out that they needed to go to a different menu tab for a whole 
vegan pizza. Once they were there, many commented on how odd it was that they 
could add all the meat toppings to their vegan pizza. The WINGS page also confused 
three of our participants, because it said Buffalo and didn’t mention the other sauce 
options until after they selected a quantity.  
 
All of our participants mentioned the non-standard abbreviations, punctuation, and 
capitalization throughout the menu (and two even pointed it out on the home page). 
While talking out loud, one person said “I’ll click on vegan pizza exclamation point, 
exclamation point, exclamation point.” Another person thought that the moderator 
asking her to find a buffalo chicken cheesesteak was a trick question, because she 
didn’t realize what Buff Ck Ch St meant. 
 
The menu sections were confusing for all of our participants as well. When looking for a 
cheesesteak, none of them went to Steaks and Seafood first. First, they tried 
Sandwiches as well as Hoagies and Grinders, and one participant was ready to give up 
until we gave him a hint. One participant commented that Steaks and Seafood sounds 
like filet mignon, not cheesesteaks. Splitting the various sandwich types into so many 
different menu tabs is confusing, especially for people who aren’t from this area and 
may call them something different. 
 
In addition to difficulty ordering the food, participants were not impressed with the 
design of the site. The home page felt “discombobulated” and had too much fine print, 
while the site overall seemed “dated,” “not intuitive,” and “a little bland.” 
 



 

In the post-test questionnaire, most participants were more likely to use Grubhub or 
another online ordering service instead of returning to this website to order food from 
Ed’s. 

Post-test Results 
We took the means of post-test answers to understand users’ satisfaction with Ed’s 
website. These numbers are helpful for a quantitative measurement of user satisfaction. 
 

1. How would you describe the menu setup? Average score: 2.8 
1 (confusing)             2             3 (average)              4               5 (easy to use) 

 
2. How long did it take you to place your order? Average score: 2.4 

1 (too long)               2             3 (average)              4               5 (not long at all) 
 

3. How visually pleasing was the site? Average score: 1.8  
1 (not at all)              2             3 (average)              4               5 (very good) 

 
4. How likely are you to place an order from this site again? Average score: 2.8 

1 (very unlikely)        2             3 (average)              4               5 (very likely) 
 

5. How likely are you to use another online ordering site like GrubHub over this site 
when ordering Ed’s? Average score: 3.6 
1 (very unlikely)        2             3 (average)              4               5 (very likely) 

Recommendations 
Based on the findings of this usability study, we have quite a few recommendations to 
improve navigation, ease of ordering, and satisfaction. We recommend: 

● Keep the customization options - participants liked being able to customize their 
pizzas and add comments about their orders. 

● Remove outdated pop-ups; Many of our participants were confused or annoyed 
by the “Superball” specials that were advertised for the Superbowl back in the 
beginning of February. 

● Remove the Ed’s Menu button; this is repetitive and confusing because Online 
Ordering also takes you to a menu. 

● Link the Rana tab to the Rana menu; a few participants were curious about what 
Rana Cuisine is, so they tried to click the tab. Unfortunately, the link took them to 
the pizza slices menu page instead of Rana.  



 

● Consolidate the sandwich options; a cheesesteak is a Philadelphia staple as well 
as one of Ed’s specials, so it shouldn’t be difficult to find on the menu. 
Additionally, many patrons may not know the difference between hoagies, 
grinders, and sandwiches. 

● Consolidate the pizza options; there are currently three tabs for pizza: 
“Pizza&Slices”, “Specialty - Pizza” and “- Vegan Pizza!!! -”. Our participants 
struggled to find the whole vegan pizzas. 

● List the sauce options for wings on the main menu page; many of our participants 
thought Buffalo meant they only offered buffalo sauce. A quick note at the top of 
the page listing their sauces would help the people who dislike buffalo sauce or 
want a different sauce. Ed’s is well-known for their wings, so the options should 
be clear. 

● Spell out menu items; only use well-known/standard abbreviations rather than 
arbitrarily shortening words (like Buff Ck Ch St). If space is an issue, the website 
must use line breaks or have a layout that is conducive to long item names. 

● Fix spelling errors around the site; these are abundant. For example, “Chiken & 
strek” is listed in the specials multiple times. 

● Update the design to be more modern; many participants noted that the website 
felt “dated” or akin to “something from the 1990s.”  

● Move the Online Ordering tab toward the left, as that’s where the eye hits first; 
None of our participants had much trouble finding it, but they were much more 
interested in the menu than the “About Us” tab which is farther to the left. One 
participant commented that he would prefer to see the important navigation tabs 
on the left. 

Conclusions 
This study uncovered many usability issues with Ed’s website that interfered with users’ 
ability to order easily and efficiently. Users had trouble finding many items on the menu, 
even wings and cheesesteaks. They also found the site outdated and full of typos and 
confusing abbreviations. Because of these issues, most of our participants reported that 
they are more likely to use an online ordering service instead of using Ed’s website. 
Based on our initial observations and the feedback our participants contributed, we 
conclude that Ed’s Buffalo Wings and Pizza’s website is in need of major improvements 
in order to compete with other online ordering services. 
 
 
 
 



 

Appendix A: Participant Information 

This section includes quantified data from our participant surveys and qualitative 
responses from the questionnaires. The qualitative responses include opinions and 
observations made by participants. 

Demographic Information 

 Subject 1 Subject 2 Subject 3 Subject 4 Subject 5 Average 

Age 22 22 22 23 21 22 

Gender M F F M F N/A 

Year Junior Senior Senior Senior Senior N/A 

Major Environm-
ental 
Science 

Biology Marketing 
and 
Communi-
cations 

Graphic 
Design 

Materials 
Science 
and 
Engineeri-
ng 

N/A 

 

Preferences and Habits 

 Subject 1 Subject 2 Subject 3 Subject 4 Subject 5 Mode 

Used 
independent 
sites? 

Y N Y Y N Y 

Used delivery 
service? 

Y Y Y Y Y Y 

How many 
times per 
week? 

1-2 1-2 1-2 1-2 1-2 1-2 

Most important 
to you? 

Cost Quick 
delivery 

Quality  Quick 
delivery 

Quick 
delivery 

Quick 
delivery 

Helpful 
features 

Pictures of 
the options 

Orderly 
website 

Reviews or 
ratings 

Allows 
customiza-
tion 

Easy 
navigation, 
pictures 

N/A 



 

Appendix B: Participant Preferences 

Overall Impressions of Home Page 
● A lot of things are misspelled (like steak is strek) 
● Super basic but they have a nice flash header to show their awards 
● The buttons up top are nice 
● What is Rana Cuisine? 
● Hours easily available 
● Daily specials are nice  
● Good advertising with a Facebook link 
● Good array of food 
● Hours popped out first, then specials  
● Superball special popped up 
● Feels like a news website more than a menu 
● Menu button should be more toward the left, switch with about us 
● Too much crammed in with small font; if I’m hungry I’m not gonna want to look 

through all this 
● Specials are confusing 

Aspects Liked 
● Lots of options disambiguated caused minimal scrolling 
● The ability to order 8, 12, or no slices on a whole pizza 
● The ability to order meat and cheese on vegan pizzas 
● Downward flow of the ordering part to get you through the options 
● The site made me hungry 
● The variety of food 
● Cool logo with fire  

Aspects Disliked 
● Random incoherent abbreviations 

○ Buff Chk Ch St 
○ 3 Bleu Cheese 

● Difficult to navigate for first-time users 
● Outdated pop up appears sporadically 
● The banner that displays food doesn’t transfer to the menu section 
● Organization 

○ Layout was not intuitive, confusing 
○ Design feels dated 



 

○ Design and layout are bland 
○ Lazily thought out 

● Ordering page is a separate website from the menu website 
● No pictures of food 

 

Post-test Questionnaire Answers 

 Subject 1 Subject 2 Subject 3 Subject 4 Subject 5 Average 

Menu setup 2 2 3 4 3 2.8 

Speed of 
ordering 

2 2 4 3 1 2.4 

Visually 
pleasing 

1 2 2 2 2 1.8 

Order again 
from site 

1 4 1 3 3 2.8 

Order with 
online 
ordering 
service 

5 3 1 4 5 3.6 

 


