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Introduction

Investigate and improve Carvel’s 
online cake ordering system 
 Premade cake 
 Custom cake 

Target Audience 
 Infrequent millennial users



Initial Findings



Research Methods



Competitive Analysis



Competitive Analysis - Top Findings

Using Olo makes Carvel’s site less consistent when compared to its competitors.



Competitive Analysis - Top Findings

Product visualizations such as those in Papa Johns or Specialty’s may be helpful for making custom cakes.



Heuristic Evaluation

H1 Visibility of system status H6 Recognition rather than recall

H2 Match between system and the 
real world

H7 Flexibility and efficiency of use

H3 User control and freedom H8 Aesthetic and minimalist design

H4 Consistency and standards H9 Help users recognize, diagnose, 
and recover from errors

H5 Error prevention H10 Help and documentation

Jakob Nielsen's 10 Principles of Interaction Design
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Heuristic Evaluation



Heuristic Evaluation - Major Breaches

Menu is text heavy, 
lengthy and repetitive and there is no 
visualization (H1, visibility of system, major)



Think-aloud User Testing

4/6 participants had issues related to navigating from main 
site to Olo. 
- The cake found on main site is lost during the transition 
- Some cakes found on the main site can’t be found on 

Olo 



Field Studies and Interviews

“I want to be able to quickly 
place an order.” 

“I would like to visualize my 
cake.” 

“I want to see clear pricings.” 

“I want suggestions and 
recommendations”



Personas & Journey Maps 



Iteration 1



Premade Cake

Some wants to select location first some wants to see cakes first: Give them the option. 



Custom Cake - Accordions



Design Evaluation - Cognitive Walkthrough + Interview 

4 participants (22-25 students) 

Some of our main findings included: 

1) Participants did not expect to have to customize a premade cake. 
2) Participants were looking for price when ordering a premade cake. 
3) The closing of accordion to reach the next step was cumbersome. 
4) The amount of options in the “Looks” accordion is still too much. 
5) A participant would like to change the font and size of inscriptions. 
6) The custom cake visualization is too small and too far from context.



Design Evaluation - SUS 



Iteration 2



Premade Cake



Custom Cake



Design Evaluation - Expert Reviews & User Testing

1. The sub-steps within steps are confusing. 
2. The main cakes listing page has a category list that includes 
core categories of Carvel. Category filter was not clear. 
3. There was a lot going on at the bottom of the initial custom flow 
screens.



Design Evaluation - SUS 

61                  87 (Expert evaluation)



Final Prototype



Conclusions

● Important components 
○ Visualization 
○ Efficiency 
○ Learnability



Conclusions

● What’s Next? 
○ Integrate other Carvel products (not cakes) into the design  
○ Develop management console for franchisees 
○ Integrate delivery/pick up options into the current flow 
○ Web development and deployment


