
Screener for Papa John’s Website Research 

Introduction 
Hello, this is Jane Lockhart, I’m a user researcher working with Papa John’s pizza to 
improve their website experience. I am calling today on behalf of our web design team. 

Purpose/Description of the Testing 
We have been asked to recruit participants to discuss the redesign of Papa John’s website. 
We’re redesigning the site to emphasize our great user experience, and I think your 
experiences with Papa John’s would be a great example to research. 
 
The participants that I interview will try to complete 10 tasks on the Papa John’s website, 
and we will discuss your experience while you work. 
 
These 30-minute to 1-hour sessions are being scheduled between Monday, Sept. 26 
through Sunday, Oct. 2. 

Each session will last approximately 30 minutes, and I will work with your schedule to 
find an appointment time that works for you. 

Part One – Validation 

• Would you be interested in participating?  

o Yes 

o No  [Thank them for their time and terminate the call. 

• Do you like pizza? 

o Yes 

o No  [Thank them for their time and terminate the call.] 
Justification: We need to eliminate potential test subjects who would arrive on the day 
of the study only to find out they’re testing out a pizza ordering site, and then not want to 
participate because they would never order a pizza in real life. (Possible reasons why 
someone might NOT like pizza: gluten, vegan, or dairy diet restrictions.) 

 

	    



Part Two – Vetting 

• Please indicate which, if any of the following terms you would use to describe yourself: 
 

o I am a fan of Papa John’s Pizza 
o I have never had Papa John’s, but I’d be interested in trying it. 
o I am not a fan of Papa John’s and I am not interested in trying it. 

JUSTIFICATION: We are don’t want to bother users who are not interested in the Papa 
John’s product. Their answers will not be representative of the typical customer. 

 

• Please indicate how often you go online to order pizza for delivery or pickup: 

[  ]  1 or more times a week. 

[  ]  1 or more times a month. 

[  ]  6 to 9 times a year. 

[  ]  1 to 5 times a year. 

[  ]  Less than once a year. 
 
[  ]  Never*  

JUSTIFICATION: Our group is assigned to Advanced Users. We need to interview 
only people who use the Papa John’s website for orders more than a few times a year. 

If they selected “1 to 5 times a year”, “Less than once a year” or “never” the user  
is not eligible to participate.  If they selected “I am not a fan of Papa John’s and  
I am not interested in trying it, they are ineligible. Please read the following and 
terminate the call. 

 
“At this time, it appears that your interactions and experiences are different from the profile we 
are seeking for this project. We will keep you in mind for future opportunities. Thank you for 
your time today.”  
 
Any other selections, or combination of selections, continue. 

• Please indicate your age range: 
[  ]  20-35,  
[  ]  36-45,  
[  ]  46-55,  
[  ]  56+ 
JUSTIFICATION: We would like to test a wide range of users. This question will not 
eliminate anyone; it just helps us to identify the demographic range of our participants. 
 

• Do you live within the following area [local Papa John’s delivery range]? 
o YES 
o NO 
JUSTIFICATION: If a participant does not live within the delivery zone of the Papa John’s 
website, they will be unable to complete the ordering process, and therefore will be unable to 



complete the test. Also, if you know all of your participants actually live within the zone from 
your screener questions, it will become clear that things are confusing on the site if a user 
can’t identify themselves as a viable customer during the test. 

	  
• Do you normally look for the deals a website offers before you decide to place an order? 

o YES 
o NO 
JUSTIFICATION: Since the site includes deals and coupons, and we want people to find 
the deals we’re offering compared to our competitors’; we’ll want to recruit participants who 
can bring their experience with finding online deals to compare against our site’s design. This 
is another aspect of recruiting Advanced Users. 

 
• How many of the following locations have you ordered pizza from online? 

[  ]  Papa Johns 
[  ]  Pizza Hut 
[  ]  Dominos 
[  ]  Other 
[  ]  None  
JUSTIFICATION: the participant has ideally at least ordered from two or more pizza 
companies online and has used the Papa Johns website for ordering online. If they have 
not ordered pizza online before, they are not the correct demographic for this test. 
 

• In the process of ordering a pizza online, where do you usually start? 
[  ]  Search for coupons 
[  ]  Go to specific company site 
[  ]  Call for deal of day 
[  ]  Other__________________ 
JUSTIFICATION: We are looking for people who look directly on company websites 
to order pizza. More advanced users of pizza ordering websites will likely be familiar 
with several company websites and have a system in place. 
 

• Have you ever created an online profile or account with an online ordering service so 
that your preferences can be saved for later use? 
o YES 
o NO 
JUSTIFICATION: Papa John’s has specifically asked that part of the user test address the 
process of setting up an online profile with their company. We’ll need users who are familiar 
with that process, since our group is testing Advanced Users. 

 
If they selected any of the red answers above, please read the following and 
terminate the call. 
 

“Thank you for your interest in our study. At this time, it appears that your experiences differ 
from the profile we are seeking for this project. We will keep you in mind for future 
opportunities. Thank you for your time today. 



Part Four – Confirmation 
All Eligible Participants Once Screened: 
 
The study session will be recorded.  Only the team working on this project will use the recording. 
Your name will not be associated with the recording or other data in any way.  You will be 
briefed on your rights as a participant and may be asked to sign an informed consent form.   
 
• Are you willing to have the session recorded and to sign a consent form? 

o Yes 

o No (OK, but best if they agree to be recorded) 

You are confirmed for [day], [date], [time] at the [LOCATION OF SESSION]. 

	  
	  

Tasks for Papa John’s Website Research 
	  

1. Task: You decide to throw a Super Bowl party, and you want to order pizza for yourself and 
three friends to enjoy during the game. You want to order from Papa John’s because you are 
familiar with their pizza and know that all of your friends like it. You won’t have time to pick up 
a carryout order like you normally do. From the home page, how would you find out if you can 
order delivery to your area? While you complete this task, tell us what you are doing. How are 
you searching for the answer to this question? Do you see what you’re looking for?  
Justification: This can be a big frustration when customers try to place orders online. Customers 
need to know that they have the option to use the pizza delivery service (whether they’re in the 
delivery zone). If a customer can’t figure out whether they’re in the right area to receive a 
delivery, they will move on to a different site to place their order. 

2. Task: You’re on a budget, but you know from the commercials that Papa John’s has a great 
Super Bowl deal. From the home page, how would you find the coupons or deals? While you 
complete the task, please talk through your navigation. How do you find the page you’re looking 
for? Are you able to find what you need to make a decision about ordering pizza for your party? 
Justification: We need to know whether the customers can easily find the deals that will make 
our company a competitive online ordering option. 

3. Task: You want to test out the ordering process: Order a large pizza with half pepperoni and half 
mushroom, light sauce, and a well-done crust. Walk me through this process aloud, and tell me if 
you find anything that doesn’t make sense or is unexpected. 
Justification: This will test the ordering process with a simple order dictated by the facilitator, 
before we move on to more complex tasks. This will let us know if the site is navigable at the 
most basic level. If Advanced Users can’t complete this task, redesign is definitely needed. 

4. Task: You’ve decided that Papa John’s has great pizza deals that fit the budget for your Super 
Bowl party. Now, you need to find the menu and create four different pizzas for your party. You 
can choose any of the options to customize this pizzas that you’d like, including combo pizzas 
(such as half pepperoni/half sausage). While you complete the task, please talk about how you 
find the menu, and build your pizza. Are you finding what you’d expect? 
Justification: This would be the most important task for a customer. If a customer is unable to 
create the pizza in a way they expect, or unable to easily use this aspect of the site, it is unlikely 
that they would complete their order. 



5. Task: You’re now pretty comfortable with Papa John’s site. You want to save your ordering 
preferences for later use. You know you can set up a user profile. How do you complete this task? 
Where would you begin, and what do you do to set up your profile? As you work, tell me whether 
any tasks surprise you, or if this process is what you expect. Are you comfortable with saving the 
information Papa John’s is asking for? 
Justification: Papa John’s isn’t sure if the process of creating a profile is a challenge, so this will 
tell us how easy was it for the user to create a profile and uncover any pain points in the signup 
process. 

6. Task: You are going over your order for one pizza, and you decide you should add one more 
item (breadsticks) to your order because you can use a coupon for that item. Please add the item 
to your cart, and complete the task of adding the coupon code. Is this task possible? Tell me how 
you complete the task as you perform the steps. 
Justification: This will allow us to determine if the process of adding an item and using a coupon 
code is an easy or difficult task for advanced users. 

7. Task: Now let’s try to check out and pay for a pizza. Let’s place your order, using just a large 
pepperoni pizza. How would you get your order into your shopping cart and complete the 
payment process? While you place your order, you will add your information. Can you use your 
preferred method of payment? Tell us what you’re doing at each step, and whether it makes sense 
to you. Is the ordering process like you would expect it to be? 
Justification: Sometimes placing an order and filling out your information for payment and 
delivery can be confusing. You want this process to cover all of the bases, but you also want it to 
be easy for the customers. Identifying any problems or roadblocks at this step is essential to the 
success of the site. 

8. Task:  Now, you want to monitor the progress of your order. You know that the Super Bowl is a 
busy day for pizza deliveries, so you want to find out how long your order should take to arrive at 
your door. How do you check on the status of your order and find an estimated delivery time? 
Talk aloud as you find this information on the website. How do you find what you need to know? 
Justification: When you order online, you want confirmation that the order is actually in 
progress, and you need to know the time the pizza delivery is expected at your door. 
Communicating this information clearly and conveniently is important to the customer 
experience. You don’t want to have glitches on this aspect of the site on game day! 

9. Task: While you’re waiting for the pizzas for the party, you start to think about your long 
distance girlfriend/boyfriend who works late on Sunday nights and won’t be able to attend your 
Super Bowl party. She/he also doesn’t always have time for dinner and you want to do something 
nice. Set up a reoccurring order of a veggie pizza that delivers to her/his house at 1:20 a.m. every 
Monday morning for the next 6 weeks. 
Justification: This task is slightly more complicated in order to test separate billing and delivery 
addresses, as well as the ability to set up reoccurring orders in the system. 

10. Task: You decide that you’re probably going to be late to work tomorrow because you’ll be up 
late at the party. You text your boss, who is also coming to the party, and he reminds you to order 
pizza for the webinar on Wednesday. You decide to take care of that task now, while you’re 
thinking about it. Several people have food allergies to olives and peppers, and there are three 
vegetarians and someone who is gluten free. Order pizza for the 25-person webinar with these 
specifications in mind. 
Justification: This task is set to be very complex, and could be more complex, to test the multi-
tasking and large order capabilities of the website. This task will also test multiple types of 
preferences simultaneously, and will be a good challenge of the design team’s process. 
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