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ABSTRACT 

Contained in this document are the results of the ordered usability report for the restaurant Syrup. 

A usability test was performed to identify areas of improvement for Syrup’s website; this test 

was based off of identified areas of interest as discussed in our team’s proposal and memo. By 

walking test participants through two different scenarios, we were able to collect valuable 

information and gather ideas to further improve your website. By adding contrast to text and 

including a handful of photographs, our team believes that Syrup’s website could be 

strengthened to provide additional clarity and draw in more customers, while still maintaining 

your established style. 

INTRODUCTION  

Usability testing is a method designed to determine how easy an interface, such as a website, is 

to use for real people. Usability testing can highlight weak or potentially confusing areas of a 

site. By running usability tests on real people, information can be gathered beyond a potentially 

small, internal circle and allows new eyes to find issues that may have been overlooked. During 

our overview of Syrup’s website, we noticed potential issues with lack of contrast and website 

elements blending together. To further investigate these issues, we designed two scenarios to use 

in a usability test to gather more information from the perspective of potential customers visiting 

Syrup’s website. The key audience that we tested focused on older college students, that is, 

students who are about to start working fulltime. This audience allowed us to gather feedback 

from two major audiences that Syrup markets to, students and young professionals. As our test 

subjects had not used the site before and were unfamiliar with its contents, participants were able 

to provide unbiased feedback to help clarify and improve Syrup’s website. 

As we discussed in our usability proposal and memorandum, our team thought that your website 

reflected Syrup’s style and values, but we were concerned with some readability issues and the 

ease of access to critical information. Our team was concerned that the small text and lack of 

contrast from on your homepage would make it difficult for customers to find necessary 

information and that the required additional effort might drive patrons away. By running our 

tests, we were able to gather valuable insights about how to improve these potential weak points 

of your website while staying true to Syrup’s style and goals. In addition, by comparing test 

participants reactions to Syrup’s website versus other local brunch restaurants we were able to 

document other areas that could increase Syrup’s success. Comparison to competitors revealed 

areas of improvement, mainly related to menu pages and how the addition of photographs could 

draw in more people. Overall, our testing confirmed some of our theories mentioned in previous 

documentation and also gave extra nuggets of information that should help to improve your site 

and entice more customers to come to eat brunch at Syrup. 

PROCEDURE 

A test concerning the usability of Syrup’s website was conducted and lasted roughly 45 minutes 

long. It was intended to find flaws on the website we chose and record the comments that our 

participants had concerning the website’s usability or visual appeal. Our test was administered 

through zoom, allowing us to utilize its recording and screen-sharing features.  
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The participants were asked to sign a waiver before the test was conducted and were notified of 

the goals and functionality of the test. We managed to find two volunteers for our usability test. 

Our first test was with Brandon Duong and the second was with Braydon Brown. They were 

asked several questions regarding their personal life initially and later took part in the homepage 

tour and usability scenarios. The answers to the questions were recorded, along with any 

observations we made while the participants were navigating and commenting on the website. 

We also gave them a little background of the company and why we chose them to analyze. 

Before moving forward, we assured them that they were free to ask questions or make 

comments. We also gave them the option to defer from answering a question if it made them 

uncomfortable. 

The first few questions had no relation Syrup or their website, but rather the participants’ 

personal lives. It helped us to get an idea of how the demographic of users may affect their 

likeliness to use the website or their attitudes toward it. It also allowed the participants to become 

more comfortable with answering questions that they didn’t need to think about. We questioned 

their age, academics, and employment. We then transitioned to related questions such as the 

number of times they ate out weekly and how they approached selecting restaurants. The last few 

questions were about Syrup. They were questioned on whether or not they had been to Syrup 

and, if so, their experience there. This introduction and the first set of questions were prepared in 

the scripted introduction.  

Upon moving to the homepage tour, we asked the participants to open the website and share their 

screens so that we could observe them and listen to what they had to say. During this tour, we 

asked them simple questions such as their first thoughts on the homepage, its visual appeal, and 

what changes they would make to it. The menu page was the next destination. Similar questions 

were asked. However, the menu is one of the most important pages of a restaurant’s website, so 

we spent a decent amount of time here. Roughly 10 minutes. It was important that we tackled the 

issues here as during our analysis, we revealed many problems that most users would run into.  

Our scenarios were some of the most important aspects of our usability test, as they would either 

confirm our speculations regarding the website’s usability flaws or unveil new issues. The first 

scenario places the user in a situation where they live in the city of Norman and plan on eating 

brunch with their family. Their task is to find a way to navigate to the restaurant’s menu via their 

website and figure out how to place a delivery order to their home or a pick-up order. This 

should be fairly simple and given the experience of our participants, there was no real concern 

that it could not be done if it were possible.  

The second scenario is a little trickier, as the characters are from another state and are unfamiliar 

with the city and its restaurants. These students are from Texas and are planning to meet with 

some of their friends from Oklahoma. Their Oklahoma friends recommend Syrup, but the 

students are wanting to research the restaurant before they meet up. The task at hand is to find 

the location of the restaurant and contact them so that they could be placed on the waitlist.  

After these two tests are done, we then introduce competing restaurants to compare their 

websites. We chose The Diner’s and Neighborhood JAM’s websites. We ask similar questions to 

those regarding Syrup at the beginning of our test and by the end of it, we ask the participant to 

compare the websites to Syrups along with a rating of each of the restaurants’ websites.  
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It is crucial that notes are taken throughout the duration of the test. The opinions and comments 

of the participants should be recorded in great detail. 

RESULTS  

Major Problems 

Major Problem 1:  Color Contrast 

The first major problem of the site was identified quickly on the homepage during the usability 

test that we conducted. Our first user, Brandon, initially appreciated the minimal, organized, and 

simple design of the homepage. However, the design style of the homepage is not maintained 

throughout the whole page. The homepage is made up of a top half (figure 1) and a bottom half 

(figure 2). The bottom half of the page has a very poor color contrast between the background 

and the words (figure 2).  

Figure 1. Top half of Syrup’s homepage. 

Figure 2. Bottom half of Syrup’s homepage. 

When first observing the bottom half of the homepage, Brandon stated:  
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The contrast on this second half, nothing is drawing my eyes. So, I have to look a little bit 

harder than I would like to find the information I am looking for. They have small 

minimalist font, but it is not working here.  

The poor contrast made it difficult for our users to read the information presented in the bottom 

half of the homepage. Given that the homepage is the first interface presented to customers 

online, the priority of addressing this issue is high. A quick fix to this issue would be to make the 

words in the bottom half the same color of yellow in the top half. The yellow color in the top 

section was easier to see with the black/gray background. A more long-term solution will be to 

research what color schemes have the highest probability of being seen easily by most people. 

Our second user, Braydon, had difficulty with the readability of the second half as well. When 

analyzing the second half of the page Braydon said: 

I feel they should have added more color. The text should be darker because it can be 

hard to see, especially for someone who is visually impaired.   

 We want to make the information that Syrup is intending on conveying to their customers 

quickly and easily presented. This means making it more readable for everyone, especially those 

with poorer eyesight. When finding a new color scheme, it may be necessary to reevaluate 

attempting to match the company’s colors. This is because both of our users appreciated the 

more inviting colors found at the competitor websites (figure 3) that were presented during the 

usability test. For example, when Brandon was analyzing the homepage of Neighborhood JAM, 

he said: 

I like Neighborhood JAM’s homepage a lot more, I like the colors because they are more 

inviting and warmer in comparison to Syrup’s. Syrup was just black and white with a bit 

of yellow.  

 

Figure 3. Neighborhood JAM’s homepage displaying a good color scheme and contrast. 

The readability issues and disinterest found during the usability test was all due to the color 

scheme and color contrast used in Syrup’s website design. The color style is not just present on 

the homepage but is also used for every page of the site. This makes this color contrast issue the 
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top priority for us to address and see resolved. The poor color contrast is hindering the website’s 

ability to convey the restaurant's information successfully. 

Major Problem 2: Menu Issues 

The second major issue that needs immediate attention is regarding the menu. During the 

usability test neither of our users were overly impressed with the menu’s presentation. The menu 

does not have any images or price details (figure 4). When asking our first user, Brandon, the 

question “Do you prefer having prices included in the menu?” he said: 

For me I would prefer it had prices, just because I would like to know what kind of 

money I would be spending. It is not a make-or-break thing for me, but it would be nice 

know, especially college kids don’t want to spend too much money. So, if I spent 20 

dollars when I was only intending to spend 10, I would be pretty bummed. 

We believe it would be more beneficial for the company to display the prices on the menu to aid 

in clear communication with the customers. This will be more inviting for customers to feel 

confident that they want to purchase food from Syrup because they know how much they would 

be spending. Neighborhood JAM did display their prices on their menu (figure 5). When 

Brandon was presented with the menu of a competitor website from Neighborhood JAM his 

initial thoughts were: 

I like how they have the prices at the end of the items, that is always a nice touch. 

Coupled with the color contrast problems, the lack of prices on the menu is making the page 

appear to be unprofessional. It does not show that very much thought or effort was employed in 

the menu design. There are, however, good descriptions of the food items but there are not any 

images to accompany them.  

Figure 4. Syrup’s menu without prices displayed. 
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Figure 5. Neighborhood JAM’s menu with prices displayed. 

There are not any images present anywhere on the website that displays Syrup’s products. There 

are not any pictures of food or drinks available for customers to see, which would be a beneficial 

aid in deciding to go dine at Syrup. In contrast, both competitor websites analyzed by our users 

during the usability test have various images of their food presented on their websites (figures 6). 

Figure 6. Neighborhood JAM’s website has pictures of food and drink items. 

The short-term solutions to these problems are simple and would also be the same as the long-

term solutions. That is that the website should incorporate prices next to the food and drink 

items. Also, the website should include pages that display images of some of the restaurant’s 

more popular dishes.  
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Major Problem 3: Online Ordering System 

The third major issue that was discovered during the usability test had to do with ordering food 

from the website. While performing a design scenario that incorporated the need to order from 

the website many issues arose that are of immediate concern. The first issue was that there is not 

any online ordering capability through the website itself. There are no ordering tabs available 

allowing for the option to order through the website. The only avenue to accomplish ordering 

from the store is via a Doordash link. However, whenever our user attempted to order via the 

Doordash link he was unable to accomplish this task. The link only brought up addresses for 

other Syrup locations other than the one he was looking for in Norman. After attempting to order 

from the website our user, Brandon stated: 

If I really wanted Syrup, I would have to call it in which is another hassle. It would be 

nice if they had an order tab or their own ordering system. Because sometimes Doordash 

is not the greatest ordering system. In my own experience, they don’t always have every 

item from the menu available.  

Because of the inability to perform this task, which would have been a valuable tool for the 

website to employ, the website appears poorly constructed. This impacts negatively on the 

company and will hinder the restaurant’s ability to tap into the online customer base. For 

customers who are wanting to pick up or be delivered to via online ordering they will be more 

likely to turn to Syrup’s competitors who have a functional ordering system that is easy and 

efficient to use. An example of what appears when someone attempts to order from the Norman 

Syrup location online is given in figure 7. In contrast, Neighborhood JAM has an easily 

accessible “Order Online” tab (figure 8). In addition to this simple tab the online ordering 

interface is easy to use and efficient, providing images and prices for each item (figure 9).  

 

Figure 7. The error bar that is presented when ordering online on Syrup’s website. 
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Figure 8. Neighborhood JAM has an easy-to-use order online tab. 

Figure 9. Neighborhood JAM’s easy interactive ordering interface. 

Our results indicate that Syrup should quickly address the Doordash ordering system for the 

Norman branch. This should be one of the most immediate priorities for the site because there 

could be customers lost while this system is inoperable. For the long term the website will need 

to completely redesign the website’s online ordering system and interface in way that make it 

easier to use and efficient. There should be an easy to see online order tab. Within that tab there 

should be a section to choose to either order online for pick up or delivery depending on the 

services the restaurant chooses to provide. The interface should display images of the meals 

offered, prices of those meals, and tabs for quantity, comments, extras for each item to add to the 

cart. Once the items are placed in a cart there should be an easy way to place the customer's 
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payment information and delivery address. Fixing these issues will greatly improve Syrup’s 

website practicality and usability for their customers. 

Minor Problems 

Minor Problem 1: PDF Menu 

The first minor problem that needs attention is the menu on Syrup’s website. This menu is very 

plain and does not display much information to the customer besides the items available and 

whether they are gluten-free or vegan. Overall, the lack of contrast seemed to make the menu 

blur together for our test participants. Our first test user, Brandon, brought up the importance of 

having a menu that replicates the one you would see while physically eating at the restaurant. He 

commented on the menu page and how it took a long time to skim through to find specific food 

items. 

Right off the bat one thing I like about restaurant websites is that well, some restaurants 

will have like a scanned menu image of their in-store menu. … Like a pdf on their 

website that has like their in-person restaurant menu on their website, and it makes it easy 

to skim. … it makes it easier and makes it so you don’t have to scroll all the way down 

like I am now. 

 

 

Figure 10. A screenshot of Syrup’s low contrast menu page. 

In comparison, Neighborhood JAM’s website has a PDF version of its physical menu that is 

given to customers to view when physically at the restaurant. This PDF menu also displays all 

the relevant and important information customers usually look for when looking at a menu. By 

adding a PDF of Syrup’s menu, you will instantly add all the features that your customers see 

when they physically dine in at your restaurant. This added feature will also make your website 
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look seamless and more organized rather than cramming everything on your menu on a website 

page without relevant information. When viewing Neighborhood JAM’s website, our first test 

user, Brandon, remarked on their menu page. Specifically, he commented on how their menu 

was included as an embedded PDF, which allowed him to browse through the equivalent of the 

in-store menu easily. 

 

Figure 11. A screenshot showing the Neighborhood JAM’s menu as an embedded PDF. 

Minor Problem 2: Cluttered Homepage 

Another minor problem was pointed out during Brandon’s homepage tour. While scrolling 

through the homepage, he noticed that it was a little cluttered and that a lot of space was devoted 

to Syrup’s history and values, remarking that: 

For me I guess, nothing is really standing out and in my personal opinion, I guess, is that 

I wouldn’t really care about reading like this whole long paragraph. Like these four 

paragraphs, like when I’m looking at a restaurant, I don’t really care too much about the 

history I guess, I just want to find out what I would be eating there and the menu … 

maybe this could be repurposed and put onto a different tab? Like an about us tab?  
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Figure 12. Syrup’s homepage with detailed information about the restaurant’s history. 

In contrast, The Diner’s website is streamlined and has everything sorted in an order that allows 

a customer to quickly find the information that they are looking for. The Diner’s phone number 

and menu are the first things that you see when you go to their website. By potentially moving 

the information detailing Syrup’s history to a different section or another page, other information 

can be highlighted. 

 

Figure 13. The Diner’s homepage with important information showcased. 

Minor Problem 3: Small Text Size 

One of our design scenarios centered on browsing the menu and finding out how to contact the 

restaurant to place an order. Our test subjects both started by going to the menu page and 

browsing before moving on to the contact page to find a phone number for the restaurant. 

However, it was difficult for participants to find this information. Eventually, one of our test 

subjects found it in the website’s footer. We believe that this difficult is related to the small text 

size and lack of prominence of the contact information on Syrup’s homepage. Brandon Doung 

remarked on this, stating: 

The contrast on this second half, nothing is really drawing my eye. I really have to look 

harder than I would like to, to find the information that I am looking for. … On first 

glance it was hard to look at this locations area and find the information that I was 

looking for, like this font is kind of not uniform and small and it makes it hard to 

determine what it is that I am actually looking for. 
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Figure 14. Syrup’s homepage showing the relative font size of its various portions. 

This minor issue is related to the previously mentioned one of space use on the homepage. By 

removing some of the information from the homepage and creating a separate page to feature the 

history of the restaurant, it would be possible to increase the font size and reposition crucial 

information 

DISCUSSION 

From our usability test, many of the problems that our participants encountered were the same 

problems that we saw during our usability proposal. It is clear now that these problems need to 

be addressed to improve user-experience as well as increase profitability. Which will in the long-

term help with the success of a restaurant-based website. The most common errors that we and 

our participants saw were the lack of contrast the site offered (including font style and menu), the 

minimalistic style that had more cons than pros, the contact page that led to an unnecessary 

Typeform, the online ordering system, and the overwhelming blank space. Note some of these 

issues are minor in scale and will not require too much work to implement immediately. Through 

one simple adjustment, the site’s overall appearance and user interaction can benefit greatly. This 

could potentially allow for more traffic and interest in the restaurant. 

The first problem that we can tackle is the minimalistic style that the restaurant is applying. 

Often, we assume that less is more but in this case the site is so minimal that there is not much to 

work with. A restaurant site that is plain in nature will have difficulty with garnering attention 

from potential customers and have them uninterested in trying to learn more about the restaurant. 

From our usability test, one of our participants was asked if they would be interested in visiting 

Syrup based on the appearance of the website. Their answer was no, simply because the website 

was plain and had no pictures or graphics to grab their interest. This is a prime example of how 

having a minimalistic website can drive away potential customers. A quick fix for this problem 

would be to simply implement some pictures of the food that is offered and apply some graphics 

that will increase the time users spend looking through the site. A long-term fix for this problem 

would be to eliminate the unnecessary blank space throughout the website along with some 

aspects of the minimalistic style. Implementing more vibrant colors will allow the website to feel 

more inviting and visually appealing. This, along with filling out some of the unnecessary blank 

space will help the website feel less empty and provide more information to users upfront 

without having them look through multiple tabs to find what they were looking for. The diversity 
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between colors and graphics will work well together and give the site a less boring and plain 

look.  

 

Figure 15. A picture of Neighborhood JAM’s homepage showing their use of colors and graphics. 

This is an image from Neighborhood JAM’s website that provides a good example of how 

vibrant colors and good graphics can make a site more visually appealing and inviting. 

Everything is formatted in a way that is easy to follow. The images allow the user to figure out 

what is offered and entices the user to browse through the different pages to learn more.  

The second problem that we can tackle is the lack of contrast that Syrup’s website offers. We 

want the information we provide on our site to be easily readable and have good sectioning so 

that the user can quickly and efficiently find what they are looking for. If the information we 

provide is not clear and does not stand out, the user will miss some vital information and will not 

spend any more time looking through the pages to figure out what is going on. This is a problem 

that both our participants encountered during our usability test. Font style and color is a huge 

factor in readability. A font style that is too thin will make it harder for users to read what is 

presented, the same goes for font color. The font color should not be too similar to the 

background color since it will make the information blend into the page. We also want the titles 

of various sections, especially on the menu, to be bolded so that it is easier for users to look 

through. Having the title of certain items less legible than the information below it seems 

disorganized and makes it more difficult for users to scan. A quick fix for this problem would be 

to change the font color so that it is more distinguishable to the background. This will allow the 

information to pop more and make it easier for users to read. A long-term fix for this problem 

would be to change the font style along with incorporating bolded titles. This, with implementing 

bullet points and good sectioning for the many distinct types of information will also help with 

the contrast of the page. 
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Figure 16. A picture of Neighborhood JAM’s menu page showing their use of font style and color to 

improve contrast. 

This is also an image from Neighborhood JAM’s website that provides a good example of 

contrast on a website. The bolded titles and proper sectioning allow for the information to stand 

out. The font color is also an excellent choice since it is clear and distinguishable from the 

background allowing for better legibility.  

The third problem that we can tackle is the online ordering system. The online ordering system is 

not as seamless as it should be. The tab to order online was at the bottom of the homepage, 

which was not easily accessible at first glance. Syrup uses DoorDash to take online orders, but 

the link provided does not take you directly to the restaurant location that you are trying to order 

from. Instead, the user had to search for the restaurant location manually but even then, our 

participants could not find the restaurant to place an online order. New users who experience this 

are most likely to give up ordering online and instead call in to the restaurant itself to place an 

order for pick-up. This is not good for business and can potentially push customers away from 

eating at Syrup. A quick fix for this problem would be to include an order online tab at the top of 

the homepage so it is easily accessible to new users. If ordering online through DoorDash is too 

complicated on the website, then it can be easily adjusted to just have a call in to order section on 

the homepage that includes the phone number of the restaurant and its operating hours. A long-

term fix for this problem would be to implement your own online ordering system to the website. 

This eliminates the difficulty of using a third-party system and allows you to interact with the 

user directly. This system could also be faster and more efficient since it will reduce the time that 

your staff needs to be on the phone to put in a call-in order. Time that can be used to ensure that 

your in-person customers receive the best experience.  
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Figure 17. A picture of Neighborhood JAM’s online ordering tab.  

This is an image from Neighborhood JAM’s website that provides a good layout of how online 

ordering should be set up. It is a simple tab that takes you to their own online ordering system, 

but also includes a phone number so you could decide to place an order by phone if you wanted 

to do so instead. 

Figure 18. A picture of Neighborhood JAM’s online ordering system interface. 

This is an image from Neighborhood JAM’s website that shows the interface of their online 

ordering system. Simple set up with images and prices of their menu items so users can look 

through and decide what they want.  
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CONCLUSION  

Overall, Syrup's website is in a stable condition that does not require any drastic changes that 

would completely render this website unavailable. Many of the current features and aspects of 

the website are unique, and we recommend leaving them untouched. Our suggested order for 

fixing the website would start with the major problems we outline of online ordering, cluttered 

homepage, and small text size. We believe that these three problems are the most significant and 

detrimental to your website. By fixing these problems right away, we expect there to be an 

immediate difference in the appearance and appeal to customers that will make your website 

more user-friendly and convenient overall. Next on our recommended priority list would be to 

address the minor problems of converting the menu to a PDF version, the cluttered homepage, 

and the small text size. These problems are also significant. However, they are not as important 

as the three major problems we highlighted earlier. After fixing and implementing changes to the 

major problems, we recommend that you move on to these three minor problems as a final 

touch-up to your website. These three minor problems focus around added appeal and more 

convenience to the customer. After addressing both the major and minor problems we 

highlighted in the report, we recommend having an in-depth review of your website to ensure all 

changes are correctly implemented, and everything is working as intended.   

In the future, we recommend more usability testing based on feedback from customers or 

changes in technology that would negatively affect your website. However, we believe that some 

areas to focus on with possible usability testing in the future would be the online ordering page 

and contact/location page. Specifically, testing the online ordering page is always necessary to 

ensure that this is working correctly and that it is up to date with everything so that customers 

aren't faced with issues or inconveniences.   

The value of the work we have done so far is incredible, and we expect the changes we 

highlighted to positively impact your customers' experience and appeal of your restaurant. 

Customers will see how you value their opinion and experience and have gone out of your way 

to change your website to better suit their needs and experience. With added features like the 

online ordering page and PDF menu, more customers will likely place orders online or request a 

reservation to dine in at a specific time. This will increase your profits and the number of 

customers you are able to serve efficiently. You will soon see a positive change from upgrading 

your website and the full potential that can be unlocked with your website. 



17 
 

APPENDIX 

Waivers 

 

 


