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ANATOMY OF
AMAZING
ONLINE ORDERING

EXPERIENCES




IMAGINE YOU WALK INTO
A RESTAURANT...

and the chairs are on the
tables and the host is not at
the entrance to the restaurant.
After some struggle, you get
a table, but the menu is hard
to read. When finally ready to
leave, you’ve no idea where to
pay the bill.

No restaurant would operate
this way, but that is exactly
what happens when a
customer has a bad experience
ordering food online.
Customers get frustrated and
confused.

According to a recent
DoorDash survey, a good
user experience was the most
important part of the online
ordering process.

The survey found that 76%
of customers said a good
ordering experience was
the most important
factor when deciding
where to place
an order.

76%

Customers say a good
ordering experience
is the most important
factor to them

Customers want
to be able to
easily find items
and check out
quickly. In fact,
88% of shoppers
said they would
not return to a
website after a bad
ordering experience.
You must make sure your
online ordering system
creates an amazing guest
experience.



UPRPSELLING

LET’S TAKE
A
CLOSER LOOIK

We’ve broken down the
critical elements of a quality
online ordering experience
into 14 component parts.
Like a tree, a superior online
ordering experience requires
a strong foundation, but in
the end, the many parts are
interconnected. It’s what we
call the Anatomy of amazing
online ordering experiences.




MENU
BRANDING
AND BRAND
IDENTITY

Users are ordering
from your restaurant.
When you utilize a
third-party platform
for online ordering,
customers get
confused about
your brand and your
identity. A menu’s
brand and identity
must be integrated
into the entire online
ordering process.

RESTART ORDER

DESIGN YOUR CWN SALAD $10.95

select organic greens, 5 specialty
ingredients, and dressing *We can’t
guarantee items are allergen free

Brand Fonts

abcdefghijklmnopgrstuvwxyz
1234567890

SALADS BOWLS SIDES SANDWICHES

ELOTE

butter lettuce, cabbage, grilled chicken,
grilled corn, cherry tomatoes, cotija cheese,
avocado, pumpkin seeds, jicama, tajin,
scallions, lime crema dressing *We can’t
quarantee items are allergen free

 SEASONAL

Brand Patterns

KIDS

DRINKS + TREATS

Dressing served on the side / made without gluten or GMOs

CATERING Q

PEACHY

mixt greens, crispy chicken, grilled corn,
peaches, cornbread crumble, pickled red
onions, carrots, scallions, sriracha ranch
dressing with a maple bbq drizzle *We can’t
guarantee items are allergen free
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MEMU MY BAG ACCOUNT MY ORDERS
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$13.95

Brand Colors




Food is a visual experience.
Customers see colors and
textures and can envision the
eating experience. You need
to provide photos of menu
items. Photos make it easier
to scan the menu and make
the buying decision simpler.
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MENU
LAYOUT

Sowew [T we 2 s 5 woes @ Just like a printed menu,
the layout of your

online menu matters. A
customer’s eyes naturally
move across the screen

in a Z pattern. The layout,
navigation and location of
the shopping cart need to
be easily identifiable.

A > 2308 E Clairemont Ave, Eau Claire, Wl 54701

d il
(s -
\ ol Sy
et = AT i N\ D — *
KETTLE S T, T Sy
X . Ll < . > iy
-y 3 =i -
” - _ e 1 3
. e K v o S = L _W oo

J _‘..—-WW, L . e -
T — -

COMB SANDWICHES & WRAPS




hitps wwwomixt.com/place-onder

BRAND

WEBSITE
ECOMMERCE
INTEGRATION

RESTART ORDER

When ordering food
online, restaurants have
two choices. They can
utilize menus through giled chicken
a vendor’s website NO
or the restaurant’s

website. Customers

find the experience less

confusing and seamless

when a restaurant’s

URL is displayed in the

browser during the

entire ordering process. e
Redirects create order

abandonment and

distrust.

erispy cauliflower

& c https:/www.mixt.com/place-order

erispy chicken
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MEMU MY BAG ACCOUNT MY ORDERS

ELOTE

butter lettuce, cabbage, grilled chicken, grilled corn, cherry
tomatoes, cotija cheese, avocado, pumpkin seeds, jicama,
tajin, scallions, lime crema dressing *We can’t guarantee
items are allergen free

5 Ingredients

B S

Extrs butter lettuce
crispy caul lower
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@ grifled eorn Extra cherry tamatees

Eutr




A DDRERORC/ARIE

— FUNCTIONALITY AND —
“CART CONTENTS” AWARENESS

When ordering online,
customers typically order
multiple items. They do
not want to have the items
in the cart hidden during
the ordering process. The
items need to be easily
accessed and viewable
while purchases are being
added. The same is true of
item modification.

Order Online

PICKUP : 1231 VAN NESS AVE, FRESNO, CA
93721, USA

PROMO

ENTER PROMO CODE

PROCEED TO PAY
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FRIEE

DELIVERY

COUPONS

EREEBIES

BIRTHDAY
REWARDS

ERIEE
BDIRIINIKS

85 OFF

You want your customers to join
your loyalty program and receive
your discounts and promotion
offers. Customers will not become
loyal fans after a bad user
experience. They must enjoy the

experience to embrace your brand.
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Getting a customer to & Gy

add extra items to the

cart is important for your A > 2308 Clatemont Ave, Ea Claire,WI 54701
restaurant’s bottom line.
A customer is more likely

to add more items to the ORDER SUMMARY
order if the process is

frictionless and simple. WHAT'S IN YOUR BAG?' PICKUP

% Promo iscauntoode. 2308 EAST CLAIREMONT AVENUE, EAU
CLAIRE

(— }e Menu o My Bag :_ Brandon Mash EEE My Orders @

== onev BiLLY 2. 2 $6.79 %
.. noney wheat BREAD: honey wheat Expect!d time: 8:52 pm Brandon Mash
tech@zuppler.com
Modify Options New Order Save (123) 456-7890
WANT SOME MORE?
WANT SOME MORE? atd ADDITIONAL INFO
J N SPECIAL INSTRUCTIONS
Note: Additional charges may apply
SUBTOTAL $6.79
. — TAX $0.37
PEANUT BUTTER BAR CHIPS COOKIE
$2.69 $1.39 §1.49 TOTAL $7.16
Customize Custamize Customiza
< >

PEANUT BUTTER BAR

$2.69 $1.39

Customize [ S\ Customize ’

D |




CALORIE

ABILITY
—TO—
SIERG:

Customers these
days have dietary
requirements.
There is vegetarian,
gluten-free, vegan,
paleo, etc. Brands
must make it easy
for customers to
locate types of
food within their
menu that meet
these requirements.
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MENU

Pending Orders  Recent Orders

Mezeh - Waugh

Chapel Order #1

Mezeh - Waugh

Chapel Order #2

Mezeh - Waugh

Chapel Order #3

Saved Orders

4 Items

3 Items

4 Items

* | =

LOCATIONS CATERING NUTRITION CAREERS

= i 4 ®

menu order #3 brandon mash my orders

Favorites
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ORDER SUMMARY PICKUP

® PromoCode & | REWARDS UPTOWN DALLAS

DATE: SEFTEMBER 28, 2021 Brandon Mash
5 ARNOLD PALMER s TIME: 11:10 AM brandon@zuppler com

(484) 522-2114
PEACHY
ADD SELECT PROTEIN: grilled chicken

ELOTE 7 COMPANY MAME:
| ADD SELECT PROTEIN: crispy cauliflower
EXTRA: butter lettuce, cabbage, cherry tematess, grilled com (Please Enter For Delivery Orders)

MNAPA wiSteak ’ $1245 %

Certified

B ¥ H

Enter your email for Mixt updates Submit Privacy Policy Termsof Use  Copyright Policy & Claims
California Privacy Rights  ® 2021 Mixt, All rights reserved.




Post order
confirmation
visibility and

journey

&

My Orders

E&G 1001 Eau Claire Lab

5828 Arngt Lane, Eqy Claire Wy
54701

[ @ Showon Map / — 417 PM

Pickup - 5828 Arndt Lane, Eay Claire
Washington, WI 54701

shington, w;

Order Status Conﬁrmation Code

2842

“O7PU @ DROER PLACE)
Waiting for restaurant Confirmation

Confirmed

ORDER CONFIHMED
4:07 PMm Order hag been ¢o

nfirmed, Starting
Preparation

4:07 PMm PICKup ORDER

. ORDER COMPLETED
5:07 PM Order has been Completeqg

7:26 AM CHARGING.
Your Payment js Complete

726 AM @) PAYMENTS COMPLETED

Unlike at a restaurant, 2
customer cannot ask t ef =
waiter about the status %
order. You need to provide 7
the customer with updal;cesm
rder. Fro
e status of the o _
tEe time the order is placgocl)r
until the order is delivere 20y
pickup, you need tokm;kisily
, ' alked e
e customer |s.w
tErough the entire process.

15



FEEDBACK
— AND —
SURVIEYS

Your customers want
to be heard. You
need to make it easy
for them to provide
feedback. Whether
that is sending a
survey after the order
or receiving feedback
directly from the
customer, two-way
communication is an
important part of a
great user experience.

RATE THE
ORDERING
PROCESS

COMMENTS
WELCOME



GUEST/USER
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Once you have a
J customer, you need
to make it simple and
straightforward for the
person to reorder. You
send the customers offers
and other marketing
material, allowing them
o o nert s o the opportunity to order
promo code: TacoTuesday more food from your
restaurant. The material
should make the online
ordering process easier.

Hi Caittyn,

Graving Spicy Shrimp Tacos from Taco de Luna? Go ahead and treat

your taste buds to something delicious and order online!

HOMLC MY REWARDS ORDER ONLINE

TACOBOUT SOMETHIN'
PDelicious

Hey Caitlyn,
No need to taco bout it...instead be all about it and

order your favorite El Cazador tacos online today!

Order Online




D

Learn more about how Zuppler can help you create
amazing guest experiences for online ordering

Schedule Demo

zupoler I

sales@zuppler.com
(888) 987 7537
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https://twitter.com/Zuppler
https://www.facebook.com/zuppler/
https://www.linkedin.com/company/zuppler/
https://bit.ly/3acVpVz

