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The product:  

A menu and ordering app for a regional chain of shops that 

specialize on selling  gourmet sandwiches, made of fresh 

and high quality ingredients. The chain strives to deliver 

quick and tasty meals for busy people with a full schedule, 

who don’t have time to cook and just want to grab 

something on the go. The purpose of the app is to allow 

customers to place orders in advance and pick-up later or 

place an online order, in store, to skip the line.  

Project overview 

Project duration: 

July 2022 to September 2022 



The problem:  

With the increase of popularity of the 

restaurant, the customers  started to get 

disappointed by the fact that they have to wait 

so long in line, and get discouraged from 

placing orders.  

Project overview 

The goal:  

Design an app for online ordering that will 

allow users to quickly an efficiently place an 

order and skip the in-store lines, in order to 

save them time and increase the customers’ 

satisfaction.  



My role:  

UX designer designing the Sandwich Shop app 

from conception to delivery. 

Project overview 

Responsibilities:  

Conducting interviews, paper and digital 

wireframing, low and high-fidelity prototyping, 

conducting usability studies, accounting for 

accessibility, and iterating on designs. 



Understanding 

the user 

● User research 

● Personas 

● Problem statements 

● User journey maps 



User research: summary 

In order to emphasize with the users and understand their needs better, I conducted 

interviews and created empathy maps.  

 

The user research has confirmed the earlier assumptions about the discouragement from 

placing the order due to the lengthy ordering process and due to the long line in the shop.  

 

The research has also revealed that the group of users with dietary restrictions find it hard 

to identify items that would fit their diet, as well as, the users who are at the location, at a 

table and want to place an additional order find it frustrating to have to go through the 

ordering process again. 



User research: pain points 

Waiting in Line  

Working adults don’t have 

time to order in person, 

due to their busy schedule 

or unexpected 

emergencies. 

Complex Ordering Process 

Users find it difficult to 

search the food menu, 

identify the products that 

they have ordered before, 

go through a lot of steps to 

submit an order. 

Product Categories 

Users find it difficult to 

differentiate the products 

that contain allergens 

from those that don’t, or 

to identify the items that 

fit their diet. 

In-person Customers 

In-person customers find it 

frustrating that they have to 

stand up from their table, 

interrupt their activities, and 

wait in line again, just to 

make another order. 
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Persona: Rachel 

Problem statement: 

Rachel is a busy adult that 

works day or night shifts, who 

needs a quick way to find and 

order products that don’t 

contain allergens, because she 

is allergic to some foods and 

also doesn’t have much time to 

read all the ingredients.  

 



User journey map 

Mapping Rachel’s user 

journey revealed how it 

would benefit her to have a 

dedicated app for viewing the 

shop’s menu, ordering and 

tracking the order status. 



● Paper wireframes 

● Digital wireframes 

● Low-fidelity prototype 

● Usability studies 

Starting 

the design 



Paper wireframes  

I drafted multiple iterations of each 

screen of the app and then picked 

the elements that address the 

user’s pain points the best and 

combined them in a refined version 

of that screen.  At least five version 

of each screen were created and 

the best ideas were put together to 

be used as the initial idea for the 

digital wireframes.  

Browse the Menu 

Select location 

Product Details 



Digital wireframes  

As the wireframe phase went 

on, I made sure to base the 

designs on findings from the 

user research. I tried to offer 

solutions for a quick and 

simplified ordring process. 

Filters based 
on diet type 
and allergens 

Easy option to 
access the 
previous orders 
and to order again 
the products the 
user enjoyed 
before 

Displays the 
preselected 
nearest location 
and offers a 
quick option to 
change it 



Digital wireframes  

The solution provided offers 

easy ways to customize the 

order, with lots of visual 

elements and options to reveal 

additional information, when 

the user needs it, in order to 

avoid overwhelming them with 

options and details. Thus, 

making the decision process 

easier and quicker for the user. 

 

An  easy way to 
visually  see 
and quickly 
select  the 
desired option 

List of 
ingredients 
with images 
and names.  
On  click a pop-
up opens that 
offers detailed 
information 
and calories. 



Low-fidelity prototype 

The Low-Fidelity Prototype , built in 

Figma, connected the main user flow of 

picking a store, selecting and 

customizing products and completing 

the checkout, so the prototype could  

be used in a usability study with users.  

 

View the low-fidelity prototype  or 

double-click on the image on the right 

to see a preview. 

 

https://www.figma.com/proto/j0aDRUP1HW14Iszw0Rj3kh/Sandwich-App?node-id=3:23&scaling=scale-down&page-id=0:1&starting-point-node-id=3:23
https://www.figma.com/proto/j0aDRUP1HW14Iszw0Rj3kh/Sandwich-App?node-id=3:23&scaling=scale-down&page-id=0:1&starting-point-node-id=3:23
https://www.figma.com/proto/j0aDRUP1HW14Iszw0Rj3kh/Sandwich-App?node-id=3:23&scaling=scale-down&page-id=0:1&starting-point-node-id=3:23


Usability study: findings 

I conducted two rounds of usability studies. Findings from the first study helped guide the designs 

from wireframes to mockups. The second study used a high-fidelity prototype and revealed what 

aspects of the mockups needed refining.  

Round 1 findings 

Users need better cues in identifying the 

meaning of the icons 

1 

Users need option to remove ingredients  2 

Round 2 findings 

Users need additional indication if they will be 

charged after payment method or later 

3 

Users expect to see a confirmation after 

selecting a shop 

1 

Users need the checkout to be simplified or 

divided into smaller sections 

2 

Users want to know the average waiting 

time when selecting a shop 

3 



● Mockups 

● High-fidelity prototype 

● Accessibility 

Refining 

the design 



Mockups 

The first usability study revealed 

that it was frustrating for the user 

to scroll up and down multiple 

times, on a long page, when 

completing the form and double 

checking it. So, the checkout was 

divided into manageable steps. 

After the second study the main 

CTA on the Payment screen was 

changed to indicate clearly what 

the next action will be. 

Before usability studies 

 
After usability studies 

 



Mockups 

After conducting the second 

round of usability studies, it was 

identified that users would also 

need the option to eliminate 

some of the ingredients from 

the list of a product. The mockups 

were refined by adding an “X” 

icon in a circular button, next to 

each ingredient. There is also the 

option to add it back, in case it 

was accidentally removed. 

Before usability study 2 

 
After usability study 2 

 



Mockups 



High-fidelity 

prototype 

The Hi-Fidelity Prototype, built in Figma, 

contains all the updates to the main user 

flow of ordering a sandwich, based on the 

usability studies conducted. It includes the 

refined process of picking a store, 

selecting and customizing products and 

completing the checkout.  

 

View the hi-fi prototype or double-click on 

the image on the right to see a preview. 

https://www.figma.com/proto/j0aDRUP1HW14Iszw0Rj3kh/Sandwich-App?page-id=520:31970&node-id=520:31971&viewport=1237,350,0.21&scaling=scale-down&starting-point-node-id=520:31971
https://www.figma.com/proto/j0aDRUP1HW14Iszw0Rj3kh/Sandwich-App?page-id=520:31970&node-id=520:31971&viewport=1237,350,0.21&scaling=scale-down&starting-point-node-id=520:31971
https://www.figma.com/proto/j0aDRUP1HW14Iszw0Rj3kh/Sandwich-App?page-id=520:31970&node-id=520:31971&viewport=1237,350,0.21&scaling=scale-down&starting-point-node-id=520:31971


Accessibility considerations 

Provided access 

to users who are vision 

impaired through adding 

alt text to images for 

screen readers. 

Used detailed  

images of sandwiches 

and ingredients to  

help all users  

better understand  

the designs. 

Used icons to  

help make  

navigation easier. 
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● Takeaways 

● Next steps 
Going forward 



Takeaways 

Impact:  

The final solution of the app offers a quick and 

enjoable way to place an online order, choosing 

from a variety of sandwiches. 

 

Usability study participant:  

“The “Previous Orders” helped me place the order much 

quicker. I did’t have to customize my sandwich again. I think 

I could see myself using something like this, because I often 

order the same things.” 

What I learned: 

While designing the Sandwich Shop App I learned 

that understanding the users needs and pain point 

from the early stages of the design process is 

essential, because it will help build a solution that 

addresses a real user need. In addition, I’ve learned 

that usability studies and design iterations help build 

better products, that have the user at the center. 



Next steps 

Conduct another round of usability studies to 

validate whether the pain points users 

experienced have been effectively addressed. 

Conduct any additional user research to 

identify areas for improvement. 

1 

2 



Let’s connect! 

Thank you for your time reviewing my work on the Sandwich Shop app! If you’d like to 

see more of my work or get in touch, my contact information is provided below. 

 

Email:  iuliana.lupu.dev@gmail.com 

Website:  iulianalupu.com 

Social Media: Behance  Dribbble 

mailto:iuliana.lupu.dev@gmail.com
https://iulianalupu.com/
https://www.behance.net/iuliana_lupu
https://dribbble.com/iuliana_lupu/


Thank you! 


