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Introduction

McDonald's, an American fast-food giant established in 1940, has
evolved with the times by provide its customers online ordering
platform. Beyond its primary function, this application offers an
array of enticing special offers and promotions to enhance the
Interest for its users.

Our current project aims to elevate the user experience by
revamping a key feature within the application. Additionally, we
have conduct thorough usability testing to assess the
effectiveness of the newly designed feature.




As the UX Researcher for this project, my
primary  responsibility is to  conduct
comprehensive research aimed at
understanding user behavior while utilizing this

application.

Through this research, | analyze the users
needs and desires to inform the development
of new product offerings that resonate with
their preferences and requirements.



Problems



Chhayank Patel :

* 9/18/23

o Ahmed Tarek ——

Form feel up and complition is very poor, where
to go, where to stop.. how to choose.. all are very
older.. update please.. for simple people by simply

® Very disappointed experience, everytime they way.. Even thare is location Selection big, | can't
o m P exl y forget something like sauce, order modificatiol process even.. ltems are not simplified What to eat,

* 9/2/23

and the food is always old, cold, and late. Their what's the difference.. Please Update, you are my
crachs all the time and requires sign in every s  favourite but not like this..

moment. Hope you can learn from other app like
hardees
e Salsabeel Ahmed
* 9/14/23

0
ordering O v
Everytime | place an order and wait for it only to

* 1211722 find out that it is CANCELLED. When | call and tell

ro c e s s Error aplication, if you not ready do not launcl them that it didn't arrive they tell me it's cancelled

P | try to make order and i try multiple times, in  €ven though i didnt cancel it so then | have to order
final stage (payment) there is an offer for the again from the call center and it takes even more

product you can not press no, and you can n¢  time. Very bad experience and customer service

add too. It stuck. And suddenly back to main  offers no help at all.

menu and the order all gone. Wasting time, just

pick up the phone, and all set less than 3

minutes. The app not make us easy, but to test
your tempper.




Insufficient

product
information

< Menu | McDonald's Indonesia

€& HOME
Nikmati menu
pilihan terbalkﬁ (o J W
wm&
Sarapan Pagi
Egg and Chicken Muff
Cheese Muff

The product is not
accompanied by a
description or price



Frequent
payment

processing
failures

g Mandie Lowe

* 8/12/23

After a recent update, the user interface is difficult
to use, it's harder to select items and to see what
you're getting. Additionally, | tried to complete
payment 3 times and failed each time. The payment
processing takes place in my system browser, not
in-app, which then never redirects back to the app
and eventually times out. Incredibly frustrating
experience. Disappointing, especially since the app
used to look good and worked well before.

o Che Rui Chew
*

9/2/23

LY L

Please work on payment and collection issues. I've
encountered this situation a few times-- paid for

a meal but did not get redirected to the page with
collection number. The app did not show my latest
order history as well, so there was no way for me
to claim my food even when I've paid for it. This is
frankly unacceptable.

@ Ho Wei Neng

* 9/7/23

Ul not user friendly, don't have option to pay
with Ewallet, always stuck at payment process,
app don't have notifications to inform you food
had been delivered. Your app and service is
disappointing.

o Clement Josos
*

9/16/23

Can't pay with card. When paying, it opens the
browser to authorize payment but after that's done,
it opens a blank tab instead of redirect back to the
app. Trying to click the link on the previous tab just
opens another blank tab. The app just perpetually
process payment. I'm writing this here, because
there's nowhere in the app to report an issue. The
Feedback menu opens a survey. The Contact Us

is only about a particular branch, but not the app
itself. It's like you don't want feedback!



Defining The Problem

How might we redesign a better
experience for consumers ordering?




Enhance the checkout
process by shortening
excessively long flows,
thereby increasing its
effectiveness and
efficiency in assisting
users in achieving their
objectives.

Revamp/redesign the
McD App by applying the
familiarity concept and

implementing a
hierarchy layout




Process



Kompetitor Riset

e Set Order Time e Scan outlet barcode if already in e Preorder option and if a user is

e Menu Variant outlet to start order already at the restaurant

e Set Menu per Iltem e Search menu feature e All outlet option

e Cash payment option e Add extra items on some menu e Add extra items on some menu

e Order Status

e Terdapat 13 screen untuk sampai e Terdapat 7 screen untuk sampai e Terdapat 10 screen untuk sampai
D e checkoqt order | | checkout orde.r |

e Flow yang harus dilewati . Flc?vy lebih mudah dimengerti dan * Flow muc?lo.h dimengerti namun
membingungkan, dan tidak efisien ef|S|erT , belum efisien ,

e Tampilan Ul konsisten e Tampilan Ul konsisten

e Tampilan Ul tidak konsisten dan
terdapat komponen yang tidak
diperlukan




Persona: Tedy Amrulloh Expectations

Scenario: Tedy ingin membeli burger BigMac danice e Alur pemesanan mudah

e Menu yang ditampilkan jelas

» Terdapat informasi mengenai
harga dari setiap menu

cream McFlurry melalui aplikasi Mc Donalds

User Journey Map

For a better experience, kindly please
visit our FigdJam on the following

button below

Our FigJam

Membuka Aplikasi

Tasks
+ Aku ingin membeli burger
BigMac dan McFlurry
untuk makan siang
+ Aku menggunakan aplikasi

karena jarak McD ke rumah
ukup jauh

User emotions

FEELING « Tampilan aplikasi
cukup membingungkan
ADJECTIVE / USER dengan layout yang
berubah dan tidak

THOUGHTS konsisten

Happy

Excited

Annoyed

Area to improve

« Tampilan aplikasi
IMPROVEMENT dibuat konsisten dan

OPPORTUNITIES e

navigasi bar

Mencari Menu

Tasks

= Aku mencari BigMac
«dan McFlurry dibagian
menu

= Aku juga mencari
Promo yang
menawarkan BigMac
dan McFlurry

User emotions

« Aplikasi yang disajikan
cukup membingungkan
karena sulit untuk mencari
daftar menu

» Tidak ada harga dibagian
menu yang menampilkan
produk, tapl dibaglan
proma ada harganya

Area to improve

+ Meningkatkan alur
pemesanan agar lebih
efisien

« Menambahkan
keterangan harga pada
tiap item menu

Ditemukan

Tasks

= Aku melihat detail dari
menu yang aku
inginkan

= Aku mencari harga dari
menu yang aku
inginkan

+ Aku memilih menu
untuk dipesan

User emotions

« Terdapat pilihan varian
item menu sehingga
saya dapat
mempertimbangkan
rasa yang lain

Area to improve

+ Menambahkan
informasi yang
mendetail dari menu
yang dipilih (harga,
bahan, varian)

+ Menambahkan menu
keranjang jika ingin
melihat menu yang lain

« Mempersingkat step
ketika ingin memilih
produk

Checkout Pesanan

Tasks

= Aku menambahkan
jumilah dari menu yang
diinginkan

» Jika merasa kurang,
aku bisa
menambahkan menu
lainnya

User emotions

+ Kode promonya bisa
digunakan

« Memilih lokasi tujuan
dan memasukan nomer
telepon

Area to improve

» Aplikasi dapat
menyimpan lokasi
terakhir dan nomer
telepon dari user, agar
tidak perlu mengisi
informasi tersebut
berulang kali

Payment

Tasks

+ Aku ingin membayar
jumlah pesanan yang
telah aku pilih

User emotions

+ Aku rasa metode
pembayarannya masih
dapat dikatakan
kurang variatif

« Sering terjadi
kegagalan dalam
proses pembayaran

Area to improve

+ Menambahkan variasi
payment method
{virtual account, scan
Qris, dil)

= Dilakukan pengecekan
untuk proses
pembayaran agar tidak
sering gagal



https://www.figma.com/file/FeZB7CmFfTQtUjwABT9KCH/Pioneer?type=whiteboard&node-id=0%3A1&t=dMfbt2XAmhyHq7TJ-1

Persona: Irfan Dwi Prasetyo Expectations

Scenario: Irfan ingin memanfaatkan promo » Bisa mendapatkan promo makanan dengan

menggunakan aplikasi Mc Donalds harga murah
» Informasi promo ditampilkan secara lengkap
¢ Alur penukaran promo mudah

User Journey Map

For a better experience, kindly please
visit our FigdJam on the following
button below

Our FigJam

Membuka Aplikasi

Tasks

= Aku mendapat informasi
bahwa McD sedang
mengadakan promo untuk
pengguna McD App

+ Aku membuka aplikasi dan
mencari promo pada
halaman awal (home)

User emotions

FEELING * Aku berpikir promo
yang sedang diadakan

ADJECTIVE / b
USER THOUGHTS awal dan telihat jelas

Happy

Excited

Annoyed

Area to improve

» Untuk informasi yang
IMPROVEMENT cukup sering dicari

user dapat diletakan

OPPORTUNITIES pada halaman awal

Mencari Promo

Tasks

= Aku mencari promo
yang dimaksud pada
halaman awal namun
tidak terdapat
informasi yang saya
butuhkan

User emations

« Menurut saya hal ini
cukup menyita wakiu
hanya untuk mencari
promo yang sedang
diadakan

Area to improve

« Informasi semacam
promo, diskon, menu
terbaru, dil dapat
diletakan dibagian atas
dihalaman awal untuk
dapat diparolah user
dengan lebih efisien

Ditemukan

Tasks

+ Aku menemukan
proma yang dimaksud
dan untuk promo
memiliki halamannya
sendiri pada navigasi
bar

User emotions

+ Ternyata untuk prome
memiliki halamannya
sendiri dan tidak
termasuk pada
halaman utama untuk
menampilkan informasi
semacam ini

Area to improve

« Informasi promo
termasuk yang sering
dicari user sehingga
tidak diperlukan
halamannya sendir
karena selain tidak
efisien, flow yang
harus dilalui user juga
jadi bertamba

Mencoba
Menggunakan Promo

Tasks

* Aku menambahkan
jumlah dari menu yang
diinginkan

+ Jika merasa kurang,
aku bisa
menambahkan menu
lainnya

User emotions

* Kede promonya bisa
digunakan

« Memilih lokasi tujuan
dan memasukan nomer
telepon

Checkout Pesanan

Tasks

= Aku ingin membayar
jumlah pesanan yang
telah aku pilih dengan
proma yang dimaksud

User emotions

+ Untuk promo hanya
menerima pembayaran
melalui e-wallet

« Sering terjadi
kegagalan dalam
proses pembayaran

Area to improve

« Aplikasi dapat
menyimpan lokasi
terakhir dan nomer
telepon dari user, agar
tidak perlu mengisi
informasi tersebut
berulang kali

Area to improve

+ Menambahkan variasi
payment method
(transfer bank/virtual
account, scan Qris, dil)

+ Dilakukan pengecekan
untuk proses
pembayaran agar tidak
sering gagal



https://www.figma.com/file/FeZB7CmFfTQtUjwABT9KCH/Pioneer?type=whiteboard&node-id=0%3A1&t=dMfbt2XAmhyHq7TJ-1

User Joumney - 3 yna: Raihan Dwi Zalva Expectations
Scenario: Tedy ingin membeli Burger Bighiac = Alur penukaran peomao muadah
menggunakan promo melabui aplikasi Mc Donalds « Mendapatkan promo untuk memasan

dan menukar poin rewarnds dengan MoFunmy dengan harga kebih murah
= Promo yang dapat digunakan

User Journey Map

For a better experience, kindly please
visit our FigdJam on the following
button below

Our FigJam



https://www.figma.com/file/FeZB7CmFfTQtUjwABT9KCH/Pioneer?type=whiteboard&node-id=0%3A1&t=dMfbt2XAmhyHq7TJ-1

Penggunaan Promo

menggunakan
aplikasi untuk
mencari promo
terbaru

lebih mudah kalo
pake promonya
langsung ke kasir

Menginstall
aplikasi untuk
memanfaatkan
promo

Sering
menggunakan
aplikasi untuk
menukarkan
promo/memesan
makanan

Tampilan menu

menu yang
ditawarkan
diaplikasi nggak
ada harganya,
kecuali yang
promo

Loading halaman
yang cukup lama
saat ingin
menukar promo

Proses Check Out

jarang dipake
buat pesan-antar
makanan karena
prosesnya ribet

kalo mau check
out kenapa harus
masukin nomer
lagi? kan waktu
daftar udah pake
nomer

proses pesan/
check out lewat
aplikasi ngga
semudah kalo
pake gofood dan
shopeefood

Proses check out
yang panjang

Affinity Mapping

Proses Pembayaran

pilihan
pembayaran
beragam, tapi
kadang eror

Payment Failure

> #1Problem



User Flow
Diagram

For a better experience, kindly please
visit our FigdJam on the following
button below



https://www.figma.com/file/FeZB7CmFfTQtUjwABT9KCH/Pioneer?type=whiteboard&node-id=0%3A1&t=U9tjyJY2hDewLatf-1

Sketsa
Tampilan

For a better experience, kindly please
visit our Figma on the following button
below



https://www.figma.com/file/SJIbvA7lndb0wsnPuVLpJC/PIONEER?type=design&node-id=118-2&mode=design&t=ZZoVn4qdkLbLwvij-0

Wireframing

For a better experience, kindly please
visit our Figma on the following button
below

BANNER PROMO, VOUCHER, EVENT,
NEW MENU, etc

< Q), Search

Promo Hari ini

2]

special paNas Special Hi ' Rebbeca Your Myt Point 100
paNas

Rp. 52..‘300 Rp. 52.000

greaktast {a 6(7 qa

pecommend  Combo special Delivary Take Away Dine-in

& Reward & Coupon

£gq ond Chesse £gg n:g m":.‘:eew Poin MyM Reward Kode Kupon
Mutfin

Scan kartu MyM Reward Masukan kode kupon
Disini! disini dan dapatkan

nd Cheese ) )
eese Egg and Ch hadiah menarik!
Egg and €h Muffin

Mt Rp.15.000

Rp. 15.000
Outlet Mc Donald’s Terdekat
Survey Kepuasan Pelanggan

Menu

9:41

< Meny

My Cart m

Daftar Pesanunmu

PaNas spesiq;

" Ikt L
@ ar. Poket Herngt Besar Pedng

Rp.52.500

* Ayamipe + Nasi (L) +
Scrmnbled Egg
* Fruit Teq Lermon (1)

Edit [ Delete

&«

add another meny

Total Pesananmy

Rp. 105.000 Continue

Meny Rekomendaqs; Lainnyq

Egg and Cheege
Muffin Eg9g and Cheese

M
Rp.15.000 Rp ]t:ﬁn
- 15.000



https://www.figma.com/file/SJIbvA7lndb0wsnPuVLpJC/PIONEER?type=design&node-id=118-2&mode=design&t=ZZoVn4qdkLbLwvij-0
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e
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Reward & Event

For a better experience, kindly please Ry ey | rakarpoin Kods Kupon
visit our Figma on the following button —

below - sl S

Scan Kartu MyM Masukan Kode Kupon
Reward di sini! dan Dapatkan Hadiah!

+
+
+F



https://www.figma.com/file/SJIbvA7lndb0wsnPuVLpJC/PIONEER?type=design&node-id=118%3A2&mode=design&t=UKp4H9iLBqFVIvIp-1

Style and Design
System

For a better experience, kindly please
visit our Figma on the following button
below



https://www.figma.com/file/SJIbvA7lndb0wsnPuVLpJC/PIONEER?type=design&node-id=118%3A2&mode=design&t=UKp4H9iLBqFVIvIp-1

Final Design



The Prototype

Flow specified for test validation
namely Checkout Order Flow

The entire Hi-fi design that has been
made into a prototype can be seen at
the following figma link

Flow1 [

Allow Location Pop ...
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E Tyl Rewards
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wpaoscoo (L
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[ci
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Delate ltam
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a1

Order Status

e
Awr
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Pilih Waktu Pengantaran

Rp. B 500
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Pl Parmbayaran
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::E-} Waureer Usaed



https://www.figma.com/file/SJIbvA7lndb0wsnPuVLpJC/PIONEER?type=design&node-id=118%3A2&mode=design&t=UKp4H9iLBqFVIvIp-1
https://www.figma.com/proto/SJIbvA7lndb0wsnPuVLpJC/PIONEER?type=design&node-id=341-2452&t=yafoQwySZ4NL5bmF-0&scaling=scale-down&page-id=118%3A2&starting-point-node-id=435%3A3551&show-proto-sidebar=1

