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Executive Summary
• Overall participants liked the website and felt confident 

when completing tasks
• The website performs very well when participants are 

completing a task in the prescribed order. Any deviation 
causes issues and frustration (e.g., navigating away from 
a page and back clears out any edits made) 

• Most participants do not like that items are pre-filled for 
rental/purchase. Making the suggestion is nice, but do 
not make them edit the numbers – start from zero. 

• The shopping cart should be reorganized so it is easier 
to browse, right now the different sections are causing 
participants to make errors

• The FAQs were very appreciated by participants



What We Did

•  In March 2011, five participants came into 
a usability lab to perform tasks on the live 
www.uhaul.com website 

• All participants were familiar with U-Haul
• Participants were asked to complete 7 

tasks on the website while thinking aloud 
(tasks are referenced in Appendix)



Screenshots from U-Haul website 
with observations and comments.



Screenshots from U-Haul website 
with observations and comments.

• Two participants were slowed down 
because they could not type into the 
Dropoff location field (W-01)

• One participant accidentally ordered 
a one way truck. Could be a result of 
the grayed out box. (W-46)

• One participant had an issue with 
the calendar – month to month arrows 
did not show up until he typed in a 
number (W-21)





• Most participants noticed the 
dimensions and relation to home 
building size – but many didn’t trust 
the suggestions. (W-02)

• One participant is surprised that U- 
Haul does not want to know how long 
he needs the truck for, he then sees 
the link. 





• Participants mentioned that they like 
having the explanation of the input in 
the address field, but once you click it 
disappears. (W-03) Consider- putting 
help text outside of the input field

• One participant mistyped the 
address in the search field and when 
she went back to edit it erased 
everything (W-05)

• Four participants tried to scroll down 
the page but zoomed on the map 
instead (W-04) Consider- only zoom 
when the map is in focus

• Participants like having the reviews 
and features at each location 
available on this page (W-06)





• No major comments on this area. 

• Participants were not given 
instructions regarding insurance – 
people either chose SafeMove or no 
coverage



• Most participants did not like have 
the item amounts pre-filled. Only M1 
remarked that they liked it (W-07)

• 2 participants skipped editing the 
Furniture Pads and were surprised 
when they were in the cart 





• Participants do not like that these 
are pre-filled. 

• Participants want a clear all button. 

• One participant thought that they 
items were in his cart but he hadn’t 
actually added them.

• The organization of the shopping 
cart was difficult to browse and 
caused participants to overlook 
errors.

• Getting back to the Additional 
Rentals is very difficult – only one 
participant realized that he could click 
the link in the shopping cart to get 
back. Everyone else that didn’t add 
those items the first time ended up 
buying them.





• FAQs were really useful for 
participants but they seem to be 
buried on the bottom of the page 
(Note: just an observation – no 
participants had difficulty)

• Only one participant used the FAQ 
link from the top of the page





• Two participants typed the address 
into the U-Box storage area because 
after scrolling down on the page that 
was all they saw. Both realized their 
mistake on their own.





• At least 1 participant was unsure 
what the pin meant. He suggested 
adding hover information.

• Participants remarked that they 
wanted the listings to say how many 
miles away they were from the start 
point.



• Participants had no trouble 
navigating to Inside Storage, but none 
used the link.

• Participants appreciated having the 
drawings for scale purposes.



• Participants were able to find this 
area of the site very easily but most 
were not satisfied that they found the 
right answer.

• Unclear is participants saw the Chat 
with a Specialist link – no one 
commented on it though most said 
they would want to call U-Haul



Appendix
(materials shown to participants)



Background Information
• Your friends Mike and Anna are about to move from 

Pittsburgh, PA to Denver, CO. They have an apartment 
in Pittsburgh consisting of a living room, a bedroom, a 
kitchen, and a bathroom. They want to find the cheapest 
service for the move to Colorado. They expect to make 
the move themselves with some help from a few friends. 

• They are planning to move out on April 14th and they 
expect the trip to take 3 days.

• The couple plans to return to Pittsburgh after 2 years so 
they want to rent a self storage unit in Pittsburgh for the 
stuff they don’t need in Denver.



Task 1

• The couple needs a truck that is suitable 
for all the furniture and belongings in their 
3 room apartment. Please find the total 
price the couple will have to pay for the 
truck and write down the answer on the 
paper provided.



Task 2

• Before you go any further, you want to 
check if Mike and Anna need a special 
driver’s license to drive the truck across 
country. Where would you find that info?



Task 3

• They also need an indoor storage unit in 
Pittsburgh that can hold 10 moving boxes 
(18” x 18” x 16’) and a large fridge. Find 
the per month cost of the storage and 
write it down.



Task 4

• You have a few questions that the U-Haul 
website hasn’t answered. Please find the 
phone number for U-Haul pickup location 
closest to the couple’s home on Darlington 
Rd. in Pittsburgh, PA



Task 5

• The couple has decided to rent the truck. 
Please book the truck you find the pricing 
for earlier. 

• In addition, please order 20 large moving 
boxes, 15 small moving boxes, a utility 
dolly, and a dozen moving blankets. Note: 
Please stop when you reach the “Billing 
Info” page. Do NOT submit the order.



Task 6

• During the move, an unknown person 
scratched the truck in several places, 
probably with a knife. A mechanic has 
estimated that the repairs will cost $2,000. 
Since you helped the couple book the 
truck, they called to find out if they are 
liable for repair costs. And if so, how much 
will it cost?



Task 7

• You were impressed with U-Haul during 
your friends’ move and you are 
considering U-Haul yourself. Find the 
nearest U-Haul pick-up/drop off to your 
home. 

• Note: You live at 48105 Warm Springs 
Blvd. Fremont, CA 94539. 
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