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Executive Summary 
A multiphase study of Layalina’s website was conducted to assess the overall usability of the site. A 

survey of 10 potential customers was conducted to gain insight into their views of your site. I conducted 

an interview with 2 additional customers to get more specific information about user opinions of 

Layalina’s website.  

Based on this combined information, I created two personas to serve as representations of your 

customers. With these personas, I created 4 journey maps to better understand the user experience. 

Following this, a digital card sort was distributed to 12 participants to better understand if user 

expectations matched the current construction of Layalina’s menu. I conducted a heuristic evaluation 

from the perspective of one of the personas to gain insight into the general usability of your site. Finally, 

moderated and unmoderated think aloud protocols were conducted to understand how users of your 

website think through the completion of common tasks. 

The results of the study indicate that users of your site like the menu offerings that you have and 

appreciate the clear pricing of items. Problems were discovered with cluttered backgrounds and difficult 

to read fonts. Participants in the study indicated that multiple spelling problems created an 

unprofessional view of the site. An issue with broken links was also noted, specifically a problem with 

the link for your daily special. While users liked the array of menu offerings, navigation through the 

menu was difficult because of so many choices. The lack of a drop-down navigation tool when using the 

menu was a frequently noted problem. 

Administrators of your site would be encouraged to correct spelling mistakes, clear up cluttered 

backgrounds, simplify the fonts used throughout the site, fix broken links, and create a drop-down 

navigation tool for the restaurant’s menu. Correcting these issues would greatly improve the user 

experience and should improve business overall. 

 

Introduction 
This report describes the results of a study of Layalina's website. The results of the study indicate that 

while users were pleased with your menu offerings and clear display of prices, they experienced issues 

with legibility and numerous spelling errors on the site. Users reported problems with broken links and 

despite the positive opinion of the menu offerings, indicated that the lengthy scroll to view the menu 

was problematic. These problems could be corrected if the administrators of your site would correct 

spelling mistakes, replace hard to read fonts and cluttered backgrounds, fix broken links, and create a 

drop-down menu to ease navigation. 

  

https://layalinarestaurant.wixsite.com/layalina-1
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Methodology 
I conducted a study of Layalina’s website using several different methods of assessment. To start, I 

distributed a survey to 10 potential visitors to your site (Appendix A). The participants ranged in age 

from 20 – 74 years old. Eight of the participants identified as female and two identified as male. Nine of 

the participants identified as Caucasian while one user indicated Hispanic ethnicity. Participants were 

presented with a total of 18 questions about the website, their dining habits, and basic demographic 

information.  

I conducted two interviews with typical users to gain additional information about your site (Appendix 

B). Participants in this portion of the study ranged in age from 24 – 29 years old. One of the participants 

identified as male and the other participant was female. The male identified his ethnicity as Caucasian 

and the female noted her ethnicity as Asian. The interviews consisted of 13 questions about using the 

website as well as dining habits and demographic data. 

The next phase of the evaluation involved the creation of two personas (Appendix C). The personas 

represent the average visitor to your site based on the information from the interviews and surveys. 

Using the personas, I created 4 journey maps (Appendix D) to model the experience of these users.  The 

journey maps represent the user’s experience from first visiting your site through placing an order or 

planning a visit to the restaurant.  

To assess the construction of the menu layout, I used a digital card sort with 12 participants. I created a 

series of cards that represented the menu offerings on your site (Appendix E). The participants then 

sorted these into categories that made sense to them. This helped me to better understand if the 

construction of your menu meets the expectations of users.   

For the next part of the study, I performed an evaluation using Xerox heuristics (Appendix F). The 

heuristics allowed me to view your site with considerations to consistency, design, and user interactions. 

Each criterion was judged based on a simple yes/no or not applicable assessment and was done from 

the viewpoint of one of the personas. 

Finally, to understand the actual thought process of a user to your site, I created a think aloud protocol 

(Appendix G). This protocol was distributed to five users and performed both as a moderated and 

unmoderated think aloud. The participants ranged in age from 22 – 56 years old with three of the 

participants identifying as male and two as female. Participants were given a series of three tasks to 

perform on the site and asked to describe their thoughts as they completed each one.  

 

Findings 
While there were positive aspects noted by the results of the card sort and supported by the heuristic 

evaluation as well as the think aloud, several issues were also discovered. These could hinder the 

experience of visitors to your site and ultimately impact potential customers as well. 

 

The construction of your menu was widely considered a positive aspect of Layalina’s website. All the 

participants in the think aloud were able to find menu items as part of the assigned tasks. Construction 
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of the menu also coincided with the results of the card sort meaning that visitors to the site find that the 

menu is organized in a way that makes sense and is therefore easy to use. For example, user expectation 

about how salads are organized matched the way that they are presented on the site. This is indicated in 

the similarity matrix shown in Figure 1. 

 

Figure 1 - Card sort results regarding menu items 

Figure 2 shows how you have these dishes presented on your site. Comparing this image with the above 

similarity matrix indicates that this portion of the site meets user expectations and makes finding items 

much easier. 

 

Figure 2 - Menu showing grouping of salads 
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As well as the general construction of the menu, visitors to the site indicated that they liked the fact that 

prices for the items were easy to find. Both interview participants and 60% of those in the think aloud 

commented on how simple it was to find pricing for each item on your menu. This is shown in Figure 3. 

 

Figure 3 - Consistent pricing on menu items 

 

While the menu organization may be considered a success, there were issues with mistakes in individual 

menu items as well as other wording on your site. All the participants in the think aloud protocol 

mentioned a misspelling in some part of the site. This was also noticed during all the journey maps. 

Figure 4 provides a link to one of the unmoderated think aloud participants noting an issue with the 

menu. 

 

Figure 4 - Link to unmoderated think aloud video 

https://www.screencast.com/t/QSi7yAOmh
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Additional misspellings were found on the menu landing page. As is shown in figure 5, two prominent 

mistakes are visible. 

 

Figure 5 - Misspelled words on menu page 

A simple way to correct the spelling mistakes would be to copy the text and paste it into Microsoft Word 

or Google Docs. The spellcheck function in either of these programs should be able to catch the mistakes 

and allow you to correct the errors. This will greatly improve the professional appearance of the site. 

 

Broken links caused a significant problem for several users. While your site indicates that the restaurant 

offers a daily special, the link for it only takes the user back to the main menu. No additional information 

about a special was provided. All five of the participants in the think aloud noted this as well as both 

people that I interviewed. It was also mentioned as part of one of the journey maps. The link for this is 

shown in Figure 6. 
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Figure 6 - Broken link represented by "Today's Special" icon 

A related issue occurs on the same page.  

Correcting this error can be handled in several different ways. If you are providing a daily special, then 

you will need to fix the link so that it takes the user to the actual item being offered. Another option 

would be to remove the link completely if you are not offering a daily special. Either way will allow you 

to provide users with a more polished website that can better represent the quality of your offerings. 

 

Users that I interviewed and those participating in the think aloud indicated that they found aspects of 

your site dated and difficult to read. Comments seemed to focus on the homepage, specifically the 

portion of the page below the fold. Figure 7 provides a video link in which a think aloud participant 

details issues he has with this portion of the site. 
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Figure 7 - Video link discussing homepage issues 

The blue font on the maroon background caused issues for 60% of the think aloud participants and was 

mentioned by both people that I interviewed. This was also indicated as a problem in the heuristic 

evaluation. Graphics at the top of the homepage make it easy to overlook one of your main selling 

points, the fact that you offer halal meats. This is shown in Figure 8. 

 

Figure 8 - Difficult to see halal icon on homepage 

Modern website design includes the use of ample white space and consistent use of fonts. This makes 

images and text more legible, can help highlight important features, and provides users with a more 

satisfying experience on your site. In the case of the halal icon, Layalina is one of only three restaurants 

in the Denton area that offer halal dishes. Creating a homepage with ample white space and then 

emphasizing the fact that you offer halal cuisine would be a benefit to the Muslim community and 

would ultimately improve business. 

https://www.screencast.com/t/krkSdXWS
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Layalina offers a wide variety of cuisine. While this is a positive, it can be problematic for users looking 

through your menu. With so many dishes offered, it takes users a significant amount of scrolling to get 

through your entire menu. The heuristic evaluation noted this issue with usability, and it was also 

mentioned in both interviews, one of the journey maps, and in 80% of the think alouds. Hovering over 

the menu tab unfortunately does not initiate a dropdown. I have shown this in Figure 9. 

 

Figure 9 - No dropdown with cursor on menu tab 

Creating a dropdown menu which would allow users to go directly to specific categories would give 

users a much more pleasing experience. For example, results of the survey indicate that 75% of 

participants grouped skewers and kabobs together. This is shown in the dendrogram in Figure 10. 

 

Figure 10 - Results of grouping in card sort 
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By placing these terms together in a dropdown menu and using a consistent naming system, users 

would be able to find related dishes that they might otherwise overlook. This might allow users to 

discover new menu items and expose them to the wide array of cuisine that you offer. 

 

Conclusion 
This report describes the results of a multipart study of Layalina's website. Participants in the study 

stated that they enjoyed your menu offerings but had issues with navigating through your menu and 

frequent misspellings. The participants stated that the use of multiple fonts and cluttered backgrounds 

created legibility issues for your site. Broken links and a lack of a drop-down navigation tool for the 

menu also negatively affected user opinions of your site.  

Administrators of your site should correct spelling mistakes, minimize the use of different fonts and 

cluttered backgrounds, fix broken links, and incorporate a drop-down navigation tool for your menu. 

Correcting these issues combined with the fact that your restaurant is one of only three restaurants in 

the Denton area that offers halal cuisine would greatly improve the perception of your business and 

increase profitability.  

 

  

https://layalinarestaurant.wixsite.com/layalina-1


10 
 

Appendix A 

Survey Questions 

 

Demographics 

This survey consists of 18 questions relating to the Layalina website as well as dining preferences and 

basic demographic information. A total of 10 people took part in this survey. Most survey participants, 

60%, stated that they were 46 years old or older while 30% of participants stated that they were 31 – 45 

years old. Only one participant fell into the 16 – 30 age group. Of the respondents, 80% identified as 

female and 20% identified as male. The ethnic breakdown was overwhelmingly Caucasian with 90% of 

respondents falling into this group. One participant identified as Latino or Hispanic. 

 

Summary of Results 

Most respondents had a favorable first impression of your website. 70% of participants stated that they 

“somewhat liked” your website. This was a positive since this was the first visit to the site for 90% of 

participants. Most of the respondents thought that the pages were easy to navigate and that images 

used on your site were useful. When asked about the unprompted music playing on the site, 70% 

disliked this with 20% stating that they disliked it a great deal. Another issue discovered in the survey 

dealt with ordering food. Most respondents, 60%, indicated that they prefer to order directly from a 

website, something that your site currently does not offer.  
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Layalina Website Usability Survey 
 

 

Start of Block: Default Question Block 

 

Q2 Layalina Restaurant  

After clicking the link and looking at the website, what is your first impression of Layalina's website? 

o Strongly like  (1)  

o Somewhat like  (2)  

o Neither like nor dislike  (3)  

o Somewhat dislike  (4)  

o Strongly dislike  (5)  

 

 

 

Q8 Have you visited Layalina's website before? 

o Yes  (15)  

o Maybe  (16)  

o No  (17)  

 

 

 

https://layalinarestaurant.wixsite.com/layalina-1
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Q4 Were you able to navigate to other pages easily? 

o Definitely yes  (1)  

o Probably yes  (2)  

o Might or might not  (3)  

o Probably not  (4)  

o Definitely not  (5)  

 

 

 

Q5 Were the images on the site useful? 

o Extremely useful  (1)  

o Very useful  (2)  

o Moderately useful  (3)  

o Slightly useful  (4)  

o Not at all useful  (5)  
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Q7 Were images used on the menu relevant? 

o Extremely relevant  (1)  

o Very relevant  (2)  

o Moderately relevant  (3)  

o Slightly relevant  (4)  

o Not at all relevant  (5)  

 

 

 

Q9 What is your opinion of unprompted music playing on a website? 

o Like a great deal  (1)  

o Like somewhat  (2)  

o Neither like nor dislike  (3)  

o Dislike somewhat  (4)  

o Dislike a great deal  (5)  
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Q10 How familiar are you with Mediterranean and Middle-Eastern cuisine? 

o Extremely familiar  (1)  

o Very familiar  (2)  

o Moderately familiar  (3)  

o Slightly familiar  (4)  

o Not familiar at all  (5)  

 

 

 

Q20 Does the menu offer sufficient options? 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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Q14 What did you like most about the website? (Please choose all that apply) 

▢ Design of the website  (1)  

▢ Selection of menu items  (2)  

▢ Prices of menu items  (3)  

▢ Description of menu items  (4)  

▢ Restaurant offers halal dishes  (5)  

▢ Images used  (6)  

▢ Other  (7)  

 

 

 

Q15 What did you like the least about the website? (Please choose all that apply) 

▢ Design of the website  (1)  

▢ Selection of menu items  (2)  

▢ Prices of menu items  (3)  

▢ Description of menu items  (4)  

▢ Restaurant offers halal dishes  (5)  

▢ Images used  (6)  

▢ Other  (7)  
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Q11 How often do you dine in a restaurant? 

o Daily  (1)  

o 4-6 times a week  (2)  

o 2-3 times a week  (3)  

o Once a week or less  (4)  

o Never  (5)  

 

 

 

Q12 How often do you order take-out or curbside delivery? 

o Daily  (1)  

o 4-6 times a week  (2)  

o 2-3 times a week  (3)  

o Once a week or less  (4)  

o Never  (5)  
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Q13 How often do you order delivery from local restaurants (Doordash, Uber Eats, etc)? 

o Daily  (1)  

o 4-6 times a week  (2)  

o 2-3 times a week  (3)  

o Once a week or less  (4)  

o Never  (5)  

 

 

 

Q16 What is your preference when ordering take-out/curbside pickup or delivery? 

o Call the restaurant to place the order  (1)  

o Order directly from the website  (2)  

o Place the order at the restaurant  (3)  

o No preference  (4)  
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Q21 What dietary restrictions do you have? (Please choose all that apply) 

▢ Lactose intolerant (Dairy free)  (1)  

▢ Celiac disease (Gluten free)  (2)  

▢ Vegan/Vegetarian  (3)  

▢ Halal  (4)  

▢ Kosher  (5)  

▢ Peanut allergy  (6)  

▢ Soy allergy  (7)  

▢ Diabetic  (8)  

▢ None  (9)  

 

 

 

Q17 What is your age? 

o 0-15  (1)  

o 16-30  (2)  

o 31-45  (3)  

o 46+  (4)  

o Prefer not to say  (5)  
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Q18 How would you describe your gender? 

o Male  (1)  

o Female  (2)  

o Non-binary / third gender  (3)  

o Prefer not to say  (4)  

 

 

 

Q19 Please specify your ethnicity 

o African-American  (1)  

o Asian  (2)  

o Caucasian  (3)  

o Latino or Hispanic  (4)  

o Native American  (5)  

o Pacific Islander or Native Hawaiian  (6)  

o Two or more  (7)  

o Unknown  (8)  

o Prefer not to say  (9)  

 

End of Block: Default Question Block 
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Appendix B 

Interview Questions 

 

Demographics 

This interview consisted of 13 questions and focused on the Layalina website, individual dining habits, 

and additional demographic information. I interviewed two people, one identifying as male and another 

identifying as female. One participant was 29 years old and the other was 24 years old. The male stated 

that he is of Caucasian ethnicity and the female participant was Asian. Both participants indicated that 

they had dietary restrictions including lactose intolerance and the need to eat halal foods. 

 

Summary of Results 

Both respondents stated that your site was easy to navigate but was not visually appealing. They also 

expressed frustration with the long scroll needed to look at the entire menu. While both subjects stated 

that they liked having the pictures, they were frustrated that many of the photos appeared to be stock 

photos or pictures were simply missing in several instances. I asked the participants to rate your site on 

a scale of 1 – 10. One person gave the site a 4 and the other a score of 6 resulting in an average of 5. 

One respondent said that they would not want to stay on your site for long and the other stated that 

your site looked like a “rushed Word document.” Both participants stated that they dine out 

approximately once each week and order delivery 1 – 2 times each week.  
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Interview Questions – Usability Project 

Nathan Forshage 

TECM 5900 

 

Introduction 

Hi, how are you doing? I’m going to ask you some questions about the website of a local restaurant. If 

you would, could you please pull up the site on your computer? Layalina Restaurant 

 

1. Have you ever visited Layalina’s website before? 

 

2. How do you feel about the design of the site’s homepage? 

 

3. What are your impressions of the menu page? 

 

4. What interests you about the website/restaurant? 

 

5. What are two things you like about the menu page? 

 

6. What are two things you would change? 

 

7. What did you like most about the website in general? 

 

8. What did you like least? 

 

9. How could the site be improved (layout, design, pricing, etc.)? 

 

10. What score (1-10) would you give the website? 

 

11. How often do you go out to eat? 

 

12. How often do you order take-out/curbside or delivery? 

 

13. How often do you eat at or get food from restaurants on the square? 

 

 

Demographics: 

 Gender  Age  Ethnicity  Dietary restrictions 

  

https://layalinarestaurant.wixsite.com/layalina-1
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Appendix C 

Personas 
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Appendix D 

Journey Maps 
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25 
 

Appendix E 

Card Sort 

 

Demographics 

The card sort consisted of 45 different cards based on your menu offerings. A total of 12 people 

participated in the card sort with ages ranging from 22 – 74 years old. Most respondents (8) identified as 

female and 4 identified as male.  

 

Summary of Results 

The results of the card sort indicated that the basic structure of Layalina’s menu matched user 

expectations. For example, salads were grouped together in a way that matched the current layout from 

75% - 100%. The results for sandwiches were similar ranging from 66% - 100%. Results for items that are 

listed as appetizers were also like the current menu format. Based on the results of the card sort, I 

believe that the grouping of items on your menu matches user expectations. 

 

List of cards 

Cards used for the card sort are in the following PDF. 

 

Card Sort cards.pdf
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Card Sort – Similarity Matrix 
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Card Sort – Dendrogram 

Actual Agreement Method 
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Card Sort – Dendrogram 

Best Merge Method 
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Appendix F 

Expert Evaluation 

 

Persona  

 

 

Heuristics Used 

Xerox heuristics were used for the expert evaluation. For a complete list of the criteria, please see the 

following PDF. 

 

Xerox Heuristics.pdf  

 

Summary of Results 

There were no major issues with a few of the categories assessed, but significant problems were 

discovered with regards to consistency and standards. This included the loud, unprompted music, 

problems with the use of color and fonts, and a lack of consistency in photos across the system. I found 

additional problems with the overall aesthetic and a lack of minimalist design. The lack of white space 

was another issue noted in the evaluation. 
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Appendix G 

Think Aloud Protocol 

 

Demographics 

The think aloud consisted of 2 moderated think aloud participants and 3 unmoderated think aloud users. 

It should be noted that due to limitations with Usertesting.com, I was only able to obtain partial 

demographic information for the three unmoderated think aloud participants.  

Participants in the think aloud ranged from 22 – 56 years old with an average age of 34.2 years old. 

Three of the participants identified as male and two identified as female. Both moderated think aloud 

participants have bachelor’s degrees while the female participant also has two master’s degrees. The 

female user indicated that she was married. The moderated think aloud participants stated that they 

dined out or ordered delivery approximately once per week. 

 

Protocol Description 

The think aloud consisted of three tasks, post task summary, and post-test summary. The first task asked 

users to investigate the daily specials on your website. A second task required users look at the different 

sandwich offerings that your site has. Finally, the third task had users look for information on catering. 

Follow up questions for each task asked users how simple the task was to complete and how confident 

they were that the completed the tasks successfully. Post-test questions focused on what users liked 

most and least about your site and asked them to describe their overall experience. 

The full think aloud protocol follows the summaries on this page. 

 

Summary of Results 

All the participants in the think aloud reported usability issues with your site. Everyone in the think 

aloud viewed your menu offerings favorably. The most frequent complaint, however, dealt with 

misspellings on the site. These were noted primarily on the menu page and were most noted during task 

two when participants had to find different sandwiches. Most participants, 80%, noted that some of the 

aspects of the site were difficult to read. This was pointed out specifically with the halal symbol on the 

homepage. None of the users completed the first task successfully due to the broken link for the daily 

specials. Three of the five participants indicated that they did not like the use of multiple fonts and 

colors, and 80% of participants indicated that the site looked unprofessional. 

  

https://www.usertesting.com/
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Think Aloud Protocol 

 

Demographics 

 

What is your gender? 

A)  Male 

B)  Female 

C)  ____________ 

D)  Prefer not to answer 

What is your age? 

A)  18-30 years old 

B)  31-45 years old 

C)  46-60 years old 

D)  Prefer not to answer 

Are you Hispanic, Latino, or of Spanish origin? 

A)  Yes 

B)  No 

C)  Prefer not to answer 

How would you describe yourself? 

A)  American Indian or Alaska native 

B)  Asian 

C)  Black or African American 

D)  Native Hawaiian or Pacific Islander 

E)  White 

F)  Multiple ethnicities 

G)  Prefer not to answer 
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What is your highest level of education you have completed? 

A)  Less than a high school diploma 

B)  High school degree or equivalent 

C)  Some college, no degree 

D)  Associate degree 

E)  Bachelor’s degree 

F)  Master’s degree 

G)  Doctorate 

H)  Professional degree (MD, DDS, DVM) 

I)  Trade school 

Are you married? 

A)  Yes 

B)  No 

C)  Prefer not to answer 

Typically, how often do you go out to eat or order delivery? 

A) More than once a week 

B) Once a week 

C) Less than once a week 

 
Thank you for your answers! 
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Front page assessment –  

Launch URL: https://layalinarestaurant.wixsite.com/layalina-1 
 

First, I’m going to ask you to look at this page and tell me what you make of it: what strikes you about it, 

whose site you think it is, what you can do here, and what it’s for. Just look around and do a little 

narrative.  Please walk me through your thought processes as you view the website. 

You can scroll if you want to, but please don’t click on anything yet. 

 

Please take 3-5 minutes to scroll through the site and make observations 

 

 

Task Activities 

 

Thanks. Now I’m going to ask you to try doing some specific tasks.  

I’m also going to ask you to do these tasks without using Search. I’ll learn a lot more about how well the 

site works that way. 

And again, as much as possible, it will help me if you can try to think out loud as you go along. 

 

Tasks for Layalina 

 

Task 1- 

You are interested in today's specials. How do go about finding that information? 
Comments: 
 

Post-task assessment questions-   How easy was this task? How confident are you that you completed 

the task successfully? 

 

Task 2 - 

The restaurant offers a number of sandwiches including vegetarian choices. You want to 
see what they look like. Please talk through your process of finding these and what the 
different options are. 
Comments: 
 

https://layalinarestaurant.wixsite.com/layalina-1
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Post-task assessment questions- How easy was this task? How confident are you that you completed 

the task successfully? 

 

Task 3 - 

You are throwing a party and want to use the restaurant to cater it. How would you do 
this? 
Comments: 
 

Post-task assessment questions- How easy was this task? How confident are you that you completed 

the task successfully? 

Post Test Assessment 

 

What was easy about using the website? 

 

What was difficult about using the website? 

 

What did you like most about the website? 

 

What did you like least about the website? 

 

How would you describe the overall experience with the website? 

 

Final thoughts? 

 

 

 


