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In an increasingly digital world, the user experience (UX) of an online platform can 
significantly impact customer satisfaction and loyalty. As part of our efforts to improve 
the Domino’s experience, we conducted four user interviews to gain valuable insights 
into user preferences, pain points, and usability issues. We’ve highlighted the top five 
usability issues that users encountered while navigating Domino’s Pizza's website 
(Domino’s,2023).  
 

The top identified issues are as follows:  
1. An Overwhelming Homepage: Users reported feeling overwhelmed by the 
homepage due to an excessive amount of advertisements and graphics. This impaired 
their ability to focus on the most important thing. They felt like too many options were 
grabbing for their attention. In short, there was no happy path (Sheikh, 2023).  
 
2. Inconsistent Rewards Information: Users found that the homepage had multiple 
links that lead to different pages, and details about the program were not consolidated 
which caused some confusion. Users wanted to learn more before inputting their 
personal information. However, a couple of the enrollment forms only included a small 
link to the terms and conditions which consisted of a long list of text. This caused 
participants to put in more time and effort to find what they needed.  
 
3. Small Text Size: Users reported the font as too small making it hard to focus, 
especially when viewing on their phones or tablets. In certain instances users found 
there were too many varying font sizes, colors, shadows, and shapes in addition to 
narrow word spacing. Users also found no option to adjust the font size. This is an 
accessibility issue for individuals with vision disabilities. (How to Meet WCAG (Quickref 
Reference), n.d.)  
 
4. Hard-to-find Product Descriptions: Users were unable to immediately view the 
product descriptions after accessing the menu. The participants expected to see a 
comprehensive food description after clicking on the item name. Instead, they were 
guided to a page inquiring about their service method. Users wanted to be able to 
obtain the product details upfront and not have to click through pages or input 
information in advance.  
 
5. Coupon Application Issues: Users were initially pleased to find that the website 
automatically highlighted coupons that were applicable to their order, but then became 



disappointed and confused when trying to apply the coupon to their cart. Users were not 
prompted with any information to know if the coupon was applied and in some instances 
users were misdirected to re-add the same item to their cart.  
 
After completing the user tests and analyzing the data we found that our business goals 
focusing on accessibility, rewards and a new homepage were well founded. We have 
also gained further insight into additional pain points of the user that we were not initially 
aware of such as difficulties users faced with the application of coupons as well as 
inconsistent links for the rewards page. We look forward to creating solutions to help 
mitigate the issues that the users faced to make a more seamless experience for our 
customers. 
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