
SITE NAME: Relay PAGE NAME:  Workflow

Heuristic Score Observation Recommendation

Findable

Minor Problem Difficult to discover drag option for orders as well as inbox 
messages to Relay hard to find

Recommend dragging without having to click pressed and then drag 
and also contrast message icon.

-Can users easily locate the things they are seeking?
-How is findability affected across devices?
-Does the system support the multiple ways users look for 
information?
-Does the search work the way users expect it to work?

Accessible

Medium Problem

Color contrast for "pick up"is bad, so it is difficult to see. Same for 
text in the order boxes in the pick up section. Color of "ready" could 

be an issue for users with red-green color blindness. Text is also 
very small. And also contrast of message with Relay

Change color of "pick up" for better visibility. Increase size of text. 
and contrast colors better-Can content and features be accessed via all expected 

channels and devices?
-Does it meet the levels of accessibility compliance to be 
considerate of those users with disabilities (e.g. color 
blindness, contrast, dislexia)?

Clear

Minor Problem Labels Preparing, Ready and Pick-up are confusing and could relate 
better what they mean Change labels to understand context better

-Is it easy to understand (including uncommon terms or being 
purposefully unclear in language)?
-Is the target demographics' grade and reading level 
considered?
-Is the path to task completion obvious and free of 
distraction?
-Would a user find it easy to describe?

Communicative

Meets Best Practice N/A N/A-Is the status and location of the user obvious?
-Does the navigation and messaging help establish a sense of 
place that is consistent and orienting across channels, 
contexts and tasks? 
-Is messaging effective and supportive?

Usable

Minor Problem Creating new orders and moving orders around is not as easy as it 
could be. Draggin feature to be functional-Are users able to complete the tasks that they set out to 

without major frustration or blockers?
-Does it serve new users as well as loyal users in ways that 
satisfy their needs uniquely?
-Does the site or page follow usability best practices?

Credibility

Minor Problem No easy way to contact a real person or support, only way is 
through messages in Relay Make contact Relay easier or more intuitive for the user-Is the design appropriate to the context of use and audience?        

-Is the content updated in a timely manner?        
-Is promotional content used with restraint?        
-Is it easy to contact a real person?        
-Is there help/support content where needed, especially when 
asking for sensitive personal data?        

Controllable

Meets Best Practice N/A N/A
-How well are errors anticipated and eliminated?
-When errors do occur, how easily can a user recover?
-Are exits and other important controls clearly marked?
-Can the user tailor information or functionality to their need?

Valuable

Meets Best Practice N/A N/A
-Is this product desirable to the target user?
-Can a user easily describe the value?
-Does it meet the business goals?   

Learnable

Minor Problem Moving orders might take time to discover dragging feature and 
also while clicked in the order might take a while to set order ready Emphasizing dragging feature be functional-Can it be grasped quickly?        

-What is offered to ease the more complicated processes?        
-Is it easy to recall?        
-Does it behave consistently enough to be predictable?        

Delightful

Minor Problem Functional with confusing UI but doesn't exceed users expectations Contrast on clickable options, fix some colors and size of text-How are user expectations not just met but exceeded?        
-What can you take that is now ordinary and make 
extraordinary?        
-What are your differentiators from other similar experiences 
or competitors?         



SITE NAME: Relay PAGE NAME: Map

Heuristic Score Observation Recommendation

Findable

Meets Best Practice N/A N/A-Can users easily locate the things they are seeking?
-How is findability affected across devices?
-Does the system support the multiple ways users look for information?
-Does the search work the way users expect it to work?

Accessible

Meets Best Practice N/A N/A
-Can content and features be accessed via all expected channels and 
devices?
-Does it meet the levels of accessibility compliance to be considerate of 
those users with disabilities (e.g. color blindness, contrast, dislexia)?

Clear

Minor Problem It is not clear what the pins refer to and it varies with numbers of orders. Development issues to be fixed (UI, backend)-Is it easy to understand (including uncommon terms or being purposefully 
unclear in language)?
-Is the target demographics' grade and reading level considered?
-Is the path to task completion obvious and free of distraction?
-Would a user find it easy to describe?

Communicative

Meets Best Practice N/A N/A-Is the status and location of the user obvious?
-Does the navigation and messaging help establish a sense of place that is 
consistent and orienting across channels, contexts and tasks? 
-Is messaging effective and supportive?

Usable

Minor Problem Once the order is delivered to the end customer, sometimes the driver 
still shows up in the map Developement issues to be fixed (UI, backend)-Are users able to complete the tasks that they set out to without major 

frustration or blockers?
-Does it serve new users as well as loyal users in ways that satisfy their 
needs uniquely?
-Does the site or page follow usability best practices?

Credibility

Minor Problem
The driver's location is tracked in real time but map won't show it. It is not 
easy to contact a real person if the courier seems lost or going the wrong 

way, must look on another page to contact Relay before-hand.

Development issues to be fixed, and we recommend to be able to access 
courier's issue through the map as well based on order.

-Is the design appropriate to the context of use and audience?        
-Is the content updated in a timely manner?        
-Is promotional content used with restraint?        
-Is it easy to contact a real person?        
-Is there help/support content where needed, especially when asking for 
sensitive personal data?        

Controllable

Minor Problem Its all automatic and related to the GPS Location of the driver. So it can't 
be corrected or change or edited manually Creating some option to correct or move the drivers location manually.

-How well are errors anticipated and eliminated?
-When errors do occur, how easily can a user recover?
-Are exits and other important controls clearly marked?
-Can the user tailor information or functionality to their need?

Valuable

Meets Best Practice N/A N/A
-Is this product desirable to the target user?
-Can a user easily describe the value?
-Does it meet the business goals?   

Learnable

Meets Best Practice Very straight forward N/A-Can it be grasped quickly?        
-What is offered to ease the more complicated processes?        
-Is it easy to recall?        
-Does it behave consistently enough to be predictable?        

Delightful

Meets Best Practice N/A N/A-How are user expectations not just met but exceeded?        
-What can you take that is now ordinary and make extraordinary?        
-What are your differentiators from other similar experiences or 
competitors?         



SITE NAME: Relay PAGE NAME: Order History

Heuristic Score Observation Recommendation

Findable

Medium Problem Users are not able to sort out the orders based on priority of delivery. It is a little 
difficult to find which order is which based on order numbers, etc. Add a sorting function based on time (priority)

-Can users easily locate the things they are seeking? -How is findability 
affected across devices? -Does the system support the multiple ways users 
look for information? -Does the search work the way users expect it to work?

Accessible

Meets Best Practice N/A N/A
-Can content and features be accessed via all expected channels and 
devices?
-Does it meet the levels of accessibility compliance to be considerate of 
those users with disabilities (e.g. color blindness, contrast, dislexia)?

Clear

Minor Problem

The task of completion is not obvious and is distracting with the information on 
how it is displayed. When looking to sort or order deliveries based on priorities, 
the sorting options are not enough or not relevant information for users as well 

as changing dates.

Add sorting function based on time (priority)-Is it easy to understand (including uncommon terms or being purposefully 
unclear in language)?
-Is the target demographics' grade and reading level considered?
-Is the path to task completion obvious and free of distraction?
-Would a user find it easy to describe?

Communicative

Meets Best Practice N/A N/A-Is the status and location of the user obvious?
-Does the navigation and messaging help establish a sense of place that is 
consistent and orienting across channels, contexts and tasks? 
-Is messaging effective and supportive?

Usable

Minor Problem
Sorting labels and options are not enough for user to successfully complete task 

of organizing based on time (priority) they have to look for earliest order (not 
practical)

Add sorting function based on time (priority)-Are users able to complete the tasks that they set out to without major 
frustration or blockers?
-Does it serve new users as well as loyal users in ways that satisfy their 
needs uniquely?
-Does the site or page follow usability best practices?

Credibility

Medium Problem It is not easy to contact a real person or support for that matter and design is not 
appropriate based on sorting and date change Make date labels and sorting options available or user-Is the design appropriate to the context of use and audience?        

-Is the content updated in a timely manner?        
-Is promotional content used with restraint?        
-Is it easy to contact a real person?        
-Is there help/support content where needed, especially when asking for 
sensitive personal data?        

Controllable

Meets Best Practice N/A N/A
-How well are errors anticipated and eliminated?
-When errors do occur, how easily can a user recover?
-Are exits and other important controls clearly marked?
-Can the user tailor information or functionality to their need?

Valuable

Minor Problem

It is desirable for the user in terms of seeing the order history after day shift is 
over to have an overview of the delivery in that day but the way it is shown and 

displayed makes it difficult for the restaurant employee to understand and would 
prefer the 'List' page instead

Prioritize order details and help differentiate information with 
font sizes, font-family, etc or focus on 'List' page or 'Order 

History' page and take out the other-Is this product desirable to the target user?
-Can a user easily describe the value?
-Does it meet the business goals?   

Learnable

Meets Best Practice N/A N/A-Can it be grasped quickly?        
-What is offered to ease the more complicated processes?        
-Is it easy to recall?        
-Does it behave consistently enough to be predictable?        

Delightful

Medium Problem
User expectations are met in a way that they have the information needed of the 

orders of that day but it's very similar to what the 'List' page shows and it's 
hierarchy and priorization of the order details is not present

Prioritize order details and help differentiate information with 
font sizes, font-family, etc or focus on 'List' page or 'Order 

History' page and take out the other-How are user expectations not just met but exceeded?        
-What can you take that is now ordinary and make extraordinary?        
-What are your differentiators from other similar experiences or 
competitors?         



SITE NAME: Relay PAGE NAME:  List

Heuristic Score Observation Recommendation

Findable

Minor Problem
The page is very confusing. I did'nt where to start from and where to end. By 

clicking on order details it would take me to another page which makes it even 
more confusing

Make the page design easy to understand.-Can users easily locate the things they are seeking?
-How is findability affected across devices?
-Does the system support the multiple ways users look for information?
-Does the search work the way users expect it to work?

Accessible

Major Problem Not at all possible to contact a real person. No help/support content available. Maybe a help button or a direct chat  option-Can content and features be accessed via all expected channels and devices?
-Does it meet the levels of accessibility compliance to be considerate of those users with 
disabilities (e.g. color blindness, contrast, dislexia)?

Clear

Minor Problem Its clear where to click for the order but to hide order the option has been greyed 
out and does not work Make the hide order option available

-Is it easy to understand (including uncommon terms or being purposefully unclear in 
language)?
-Is the target demographics' grade and reading level considered?
-Is the path to task completion obvious and free of distraction?
-Would a user find it easy to describe?

Communicative

Major Problem

The way go and contact Relay is very confusing as first you have to click on order 
details and that will  take you to a separate page and then you can send a 
message to relay. Its a long procedure and if you are new to the website it 

becomes difficult to find that optoon.

If there could be a direct chat feature where the restaurant could 
directly chat with Realy if there was any problem in the order.-Is the status and location of the user obvious?

-Does the navigation and messaging help establish a sense of place that is consistent and 
orienting across channels, contexts and tasks? 
-Is messaging effective and supportive?

Usable

Meets Best Practice N/A N/A-Are users able to complete the tasks that they set out to without major frustration or 
blockers?
-Does it serve new users as well as loyal users in ways that satisfy their needs uniquely?
-Does the site or page follow usability best practices?

Credibility

Meets Best Practice N/A N/A
-Is the design appropriate to the context of use and audience?        
-Is the content updated in a timely manner?        
-Is promotional content used with restraint?        
-Is it easy to contact a real person?        
-Is there help/support content where needed, especially when asking for sensitive personal 
data?        

Controllable

Major Problem Once the order has been void or cancelled you are not able to retrive it back. N/A-How well are errors anticipated and eliminated?
-When errors do occur, how easily can a user recover?
-Are exits and other important controls clearly marked?
-Can the user tailor information or functionality to their need?

Valuable

Meets Best Practice N/A N/A-Is this product desirable to the target user?
-Can a user easily describe the value?
-Does it meet the business goals?   

Learnable

Meets Best Practice N/A N/A-Can it be grasped quickly?        
-What is offered to ease the more complicated processes?        
-Is it easy to recall?        
-Does it behave consistently enough to be predictable?        

Delightful

Minor Problem The design of the page is not very intuitive. Changing color combinationa and adding more features to make 
it look nice-How are user expectations not just met but exceeded?        

-What can you take that is now ordinary and make extraordinary?        
-What are your differentiators from other similar experiences or competitors?         



SITE NAME: PAGE NAME: New Order

Heuristic Score Observation Recommendation

Findable

Minor Problem

Having the slider page cover the whole screen, options to change order 
source and delivery time take some time to find and understand what they 
do. Not intuitive that add/subtract affordances were available for Subtotal, 

Tax, and Tip existed until hovered over them.

Move the Cash Order slider and the drop-downs closer to their corresponding 
categories on the left side of the screen. The hidden affordances for adding 

and subtracting to the Subtotal, Total, and Tax should not be hidden and 
should be moved closer to their corresponding categores also. 

-Can users easily locate the things they are seeking?
-How is findability affected across devices?
-Does the system support the multiple ways users look for information?
-Does the search work the way users expect it to work?

Accessible

Meets Best Practice N/A N/A
-Can content and features be accessed via all expected channels and 
devices?
-Does it meet the levels of accessibility compliance to be considerate of 
those users with disabilities (e.g. color blindness, contrast, dislexia)?

Clear

Minor Problem
Pretty simple and straightforward, but confused when discovered the hidden 

affordances (what else was missing?). Reading level is not confusing, but path to 
completion was a bit distratcting. 

Make the unnecessarily hidden affordances visible.-Is it easy to understand (including uncommon terms or being purposefully 
unclear in language)?
-Is the target demographics' grade and reading level considered?
-Is the path to task completion obvious and free of distraction?
-Would a user find it easy to describe?

Communicative

Minor Problem
The status and location is obvious.The navigation doesn't establish a place at all 

consistent and orienting across contexts, channels and tasks. Messaging is often 
hidden.

Being as it is not a page, it is confusing for users when hamburger 
menu and email link to Relay aren't available. Drop-downs for Order 

Source and Delivery Time should be placed closer to them.-Is the status and location of the user obvious?
-Does the navigation and messaging help establish a sense of place that is 
consistent and orienting across channels, contexts and tasks? 
-Is messaging effective and supportive?

Add a row for order description. Simplify the price editing tools, make 
them useful, or just remove them altogether. 

Useful

Minor Problem
The user is able to complete the tasks withsome minor frustrations. 

Knowing what the actual food order is would make it more useful. Hidden 
affordances are frustrating and difficult to use.

-Are users able to complete the tasks that they set out to without major 
frustration or blockers?
-Does it serve new users as well as loyal users in ways that satisfy their 
needs uniquely?
-Does the site or page follow usability best practices?

Make it more efficient for users to to access help/support content or 
userflow when resolving issues more accessible and simple to use.

Credibility

Medium Problem Design is appropriate. Not at all possible to contact a real person. Very hard to find 
help/support content in a timely manner.

-Is the design appropriate to the context of use and audience?        
-Is the content updated in a timely manner?        
-Is promotional content used with restraint?        
-Is it easy to contact a real person?        
-Is there help/support content where needed, especially when asking for 
sensitive personal data?        

Error messages or correct info messages should be pop-ups to not 
shift content from page or cover it up.

Controllable

Medium Problem

Exit is clearly marked. But if you fill out an order and happen to go to another page 
before sending it, all of the info is wiped away and you have to start from scratch. If 

want to change a phone number or typed in incorrect phone number an error 
message appears blocking the phone number field for user to input new one.

-How well are errors anticipated and eliminated?
-When errors do occur, how easily can a user recover?
-Are exits and other important controls clearly marked?
-Can the user tailor information or functionality to their need?

N/A

Valuable

Meets Best Practice N/A
-Is this product desirable to the target user?
-Can a user easily describe the value?
-Does it meet the business goals?   

Features actions should be more consistent with what a user might 
expect. Cause and effect in terms of actions.

Learnable

Minor Problem Pretty straight-forward. Easily grasped. Easily recalled. Predictability is hard 
and sometimes some features don't act like you would expect them to-Can it be grasped quickly?        

-What is offered to ease the more complicated processes?        
-Is it easy to recall?        
-Does it behave consistently enough to be predictable?        

A more compact and dynamic design. Too many elements and 
information can be more organized. Colors could be set up better 
(contrast, prioritizing - hierarchy and color associations (green/go, 

red/stop)

Delightful

Medium Problem

User's expectations are not exceeded. Design can be more intuitive and 
pleasurable. Eye is asked to travel across the page for every task. 

Completing tasks can be confusing in either it has been done or there needs 
to be reassurance on it.

-How are user expectations not just met but exceeded?        
-What can you take that is now ordinary and make extraordinary?        
-What are your differentiators from other similar experiences or 
competitors?         



SITE NAME: Work Flow Map Order History New Order List

Heuristic Score Score Score Score Score

Findable Minor Problem Meets Best Practice Medium Problem Minor Problem Minor Problem

Accessible Medium Problem Meets Best Practice Meets Best Practice Meets Best Practice Major Problem

Clear Minor Problem Minor Problem Minor Problem Minor Problem Minor Problem

Communicative Meets Best Practice Meets Best Practice Meets Best Practice Minor Problem Major Problem

Usable Minor Problem Minor Problem Minor Problem Minor Problem Meets Best Practice

Credibility Minor Problem Minor Problem Medium Problem Medium Problem Meets Best Practice

Controllable Meets Best Practice Minor Problem Meets Best Practice Medium Problem Major Problem

Valuable Meets Best Practice Meets Best Practice Minor Problem Meets Best Practice Meets Best Practice

Learnable Minor Problem Meets Best Practice Meets Best Practice Minor Problem Meets Best Practice

Delightful Minor Problem Meets Best Practice Medium Problem Medium Problem Minor Problem


