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Executive Summary

• Usability evaluation of Uhaul.com was conducted with 5 users who 
each performed 7 tasks.

• Most users were successful with most of their tasks.  The primary 
usability issues encountered included:
– Not understanding that the red pin on the maps marked their location.

– Confusion about renting vs. buying items like furniture pads or dollies.

– Annoyance at apparently needing to “zero out” pre-entered amounts – Annoyance at apparently needing to “zero out” pre-entered amounts 
for certain additional items.

– Lack of clarity about what the SafeMove insurance actually covers.

– Frustration by lack of phone numbers on the lists of nearest pickup 
locations.

– Difficulty determining the size storage unit needed.
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Method of Evaluation

• Five participants were recruited through 

UserTesting.com.

• Sessions were conducted on the live 

Uhaul.com site on 25 to 28 March 2011.Uhaul.com site on 25 to 28 March 2011.

• Each participant was given seven tasks in the 

same order.

• Screen activity was recorded along with audio 

narration by the participants.
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Participants

Participant 

ID

Session 

Length 

(mins)

Sex / 

Age Occupation
Web 

Expertise
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All participants reported some level of familiarity with U-Haul.



Scenario

• Scenario: 

• 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 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.
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Tasks

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. Note: They are 
moving on April 14th from Darlington Rd. in Pittsburgh, PA 15217 to Emerson St. in Denver, CO 80218

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?

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.

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

5. The couple has decided to rent the truck. Please book the truck you found 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.

6. During the move, an unknown person scratched the truck in several places, probably with a knife. An 
auto body technician has estimated that the repair 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?

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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Sample Test Screen

Tasks were presented 

individually in this small 

window, which could be 
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window, which could be 

moved.



Positive Features

Users seemed to like, and 

pay attention to, the 

reviews (star ratings) on the 

site.

At least one participant, 

upon seeing the moving box 

kits, commented that they 

seemed useful.
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Users seemed to appreciate that the site 

remembered previous entries they had 

made (e.g., dates, locations).



Positive Features (cont.)

At least one participant 

liked that moving boxes and 

other supplies were 

available here (although 

not the default amounts).

Some participants seemed to like the 
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Some participants seemed to like the 

map of pickup locations (although they 

were unclear about the meaning of the 

red pin).



Meaning of Red Pin on Map

Most participants did not 

seem to understand that the 

red pin marked their 

10

red pin marked their 

location.

Some participants did 

seem to like and make use 

of the map.

In real-world use, the users are 

likely to be familiar with the area 

where they would be picking up, 

which might yield different use of 

the map.



Confusion about Renting vs. Buying

When trying to rent furniture pads or 

a dolly, some participants got to this 

page.  First, it wasn’t clear whether 

this is for rental or purchase.  Most 

finally figured out it is for purchase, 

but that wasn’t what they wanted.
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Some participants got to this page, 

which talks about rental fees, but 

doesn’t give any links for actually 

renting the items.



Having to Zero Out Defaults

Some participants were annoyed at 

having to “zero out” these default 

amounts before continuing.
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Some participants felt like they had to 

“zero out” these amounts shown for 

moving boxes, etc, before clicking on 

“Check out” (assuming they would be 

automatically added).



Not Clear What Safemove Covers
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Participants who got to this PDF did not 

find it very useful.

Most participants had difficulty understanding 

what the Safemove insurance actually covers. At 

least one incorrectly assumed the $150 

deductible listed under Pickup Trucks applied to 

Safemove.



No Phone #’s for Pickup Locations

Some participants were surprised and annoyed 

that the list of Pickup Locations did not include 

their phone numbers.  Some clicked on the 

Driving directions link to see if was there (which 

it’s not).
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it’s not).

Some participants contrasted this page with the 

listing of self-storage locations, which does

include phone numbers.



Confusion over Storage Sizes

Some participants had difficulty deciding what 

size storage unit they needed.  Although most 

seemed to like the small graphics, they seemed to 

want to access some kind of calculator that would 

allow them to select a number of boxes, different 

items of furniture, etc.
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Confusion over FAQs

Some participants did not understand (or see) 

that the menu items on the left are for different 

sections of the FAQs.  They were confused that 

they seemed to get different FAQs depending 

upon what page they accessed them from.
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Visually tying the current section on the left to 

the list of FAQs on the right might help.



Additional Usability Issues
• The following are additional, less significant, usability issues identified:

– One participant incorrectly assumed that the amount for the truck rental shown on the Trucks page 

or Select Pickup Location page was the total.

– Some participants were annoyed at having to add the various parts of the truck rental price in their 

heads to get the total, on the Shopping Cart page (and that the total is not shown when checking 

out).

– One part of site refers to "Utility Dolly (hand truck)" while another part just calls it "Hand truck", 

causing some minor confusion.

– Minor confusion over "CSC" on Billing Info page.

Not clear to at least one participant that the input fields for Pickup and Dropoff locations can accept – Not clear to at least one participant that the input fields for Pickup and Dropoff locations can accept 

just a Zip code since that information disappears when they set focus to the field.

– Participant missed the credit card fields on the Checkout/Billing Info page.

– Map on Storage page showing "Most Locations in North America" is not clickable, although one user 

tried to click on it to choose location.

– User clicked "Inside Storage" link on detailed page about storage facility not realizing that it was a 

link down the page to what she had already been looking at.

– On detailed page about storage facility, clicked on "Continue" (or Add to Cart) button without first 

entering start date. Got error message.

– User unclear about how to edit contents of Shopping Cart.

– Minor confusion over the fact that he was told he should be on "u-haul.com" and he is apparently on 

"uhaul.com" (since it automatically redirects).

– Users had trouble finding out about what will actually fit in the various size trucks. Wants more info.
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Additional Usability Issues (cont)

• Additional usability issues (cont.):

– Users unclear about mileage allowed for trip. How is that calculated? Could the trip be longer than 

that? Wants a mileage calculator.

– User is worried about losing her place (info she has entered) in the rental process by going to look at 

FAQs.

– User is unclear about the Handling Fee. Is it one-time or monthly? Wants more info.

– When removing Medium Boxes from cart, user made wrong assumption about which button is which 

in the dialog box with "Cancel" and "Remove". Accidentally clicked on "Cancel" (the one on the left) in the dialog box with "Cancel" and "Remove". Accidentally clicked on "Cancel" (the one on the left) 

when she meant to click on "Remove".

– Users expect distances to be shown on the list of Pickup Locations when it is sorted by distance.

– FAQs about Damage Coverage do not provide info the user wants.

– User could not get to the "simple" page about the Damage insurance without going through the 

truck rental process again.

– User expected to be able to click in Dropoff Location field without having to uncheck "Same as 

Pickup".

– On the "Damage Protection" page (during the truck rental process), user wants more info on the 

coverages and costs (e.g., is it per day?)

– User was confused by additional info listed on the left of the Shopping Cart page when it changed to 

show a different set of options after he zeroed out the boxes & supplies that were listed.

– Most participants did not realize that you can get a free month of storage rental (at a U-Haul 

location) with the truck rental.
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Suggestions for Improvement

• Participants in the study made the following 
suggestions for improving the site:
– On the page listing Self-Storage results, it would be helpful 

to have a way of comparing the different places and seeing 
the cheapest one.

– User wants Home button/tab at the top of all pages.– User wants Home button/tab at the top of all pages.

– User wants FAQs link/tab at the top of all pages.

– User wants selections across the top of the rental pages 
showing the different steps in the process and allowing 
you to jump back to a previous one.

– User thinks it would be helpful to provide an "advanced 
search" option at the beginning of the truck rental process, 
to be able to specify more parameters.
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Apparent Bugs

• Participants were confused by $0.00 shown 

for Angels Self Storage.

• Searches for Self-storage Locations in 

Pittsburgh took an unusually long time.  User Pittsburgh took an unusually long time.  User 

assumed browser was hung.

• User did not get any feedback when she 

initially clicked the Continue button on the 

storage details page to select a storage space.
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