Team A


Evaluation report based on the moderated usability study on www.uhaul.com
Executive Summary

Background, Method and References
This report is based on a moderated usability study on www.uhaul.com with five users. The two female users and three male users were average to high web savvy and between 25 and 45 years old. Each user was presented with seven tasks.  The users solved the tasks over a period from 26 to 47 minutes. See the Evaluation Instructions for CUE-9 for background details of the study and study setup.

This report only includes findings discovered while the users attempted to solve the tasks. There may be other usability issues or positives with the U-haul web site, but this report only describes what was found in the usability study (i.e., what was found with five users attempting to solve the selected tasks).

 Findings include positive and negative findings as well as bugs. The full list of incidents can be found in the Appendix in this report. Most incidents in the Appendix are described with a screen dump and a short description of the incident. For problem incidents a rating of the problem and a suggestion for how to solve the problem is included. Notice that the suggestion is merely included to better understand one possible way to solve the problem. There may be other and better ways to solve the problem than the suggested solution in this report. 

The full list of unique incidents is also shown in the Excel file called “CUE-9 A Evalution”. Besides an all problems sheet the Excel file contains one sheet for each user session, and one sheet including a summary of the beginning and end of each session including questions to the user and ratings by the user.

Key results

The U-haul web site is functional and usable. Users are able to find the price for renting a truck, get a correct answer to the question of whether users need a special driving license, find a per month price for a storage, find the phone number of a certain U-haul site, make a booking for a truck and additional items and finding the nearest U-haul site given an address. In addition we recorded 14 positive incidents most of them reported because users expressed that they liked something on the site

However, two problems were rated as catastrophes – the first one related to the fact that users cannot understand their liability when a truck gets scratched. The other catastrophe is that U-haul pre-fills amounts of additional items that users may want when they rent a truck. This pre-filling with default values leads to accidental rentals of stuff that may not be needed or annoyance that users (think they) have to clear all default values before they can continue with booking their truck.

In addition 10 major problems were identified and 17 minor problems. Among the major problems one related to the difficulty of selecting the right size truck/storage and another in getting an overview of the shopping cart. Please refer to the Appendix or the attached Excel File for a full list of the incidents.

Positives

The users who went through the tasks using the U-haul website had many positive comments about the U-haul site. Some comments related to how easy it was to solve some tasks and other comments were touching on detailed features on the website.

All five users easily solved the task of finding out what driving license is required for renting a U-haul truck and all five users were explicit about how this task was easy to solve. The FAQ section – where information could be found for driving license requirements – was easy to find and the driving license topic was located immediately in the FAQ section.

Two of five users liked the fact that the system remembered information that had been entered previously, e.g., zip codes (however, this also had some negative effects, which will be explained later.

Two of five users were glad to see the flow that led users into selecting typical additional items that you would need in a moving scenario (offering utility dolly, appliances dolly, furniture dolly, and furniture pads). 

Another two users found it very easy to find the phone number for a U-haul dealer.

A number of additional positives were expressed by single users. For example, one user believed it was good that truck sizes were associated with home sizes (e.g., 10´ truck -> Studio/apartment). Another user was happy about the detailed information for a U-haul location (e.g., opening hours). And one user said that the sizes of boxes were associated with the size of a person, which is good (i.e., a photo of a person holding a certain size of box). 

As positive incidents only mentioned by one user is not strong evidence for keeping the feature/function by all means, they will not be repeated here. See the full list of positive incidents in the Appendix and the Excel File.
Negatives

The negative findings (usability problems) were split into A) Catastrophes, B) Serious problems and C) Minor problems. I found two catastrophes, 10 major problems and 19 minor problems; three incidents are classified as user suggestions.  In this section only catastrophes and major problems will be described. Please refer to the Appendix in this report and the Excel File for the full list of incidents.

Catastrophes

The first catastrophe is that users seem unable to solve a relatively simple question on liability of a truck that had been scratched. All but one user would have called U-haul for getting an answer to the question on liability. The website could just as well have been designed in a manner that would allow users to find an answer to their question. It is up to U-haul to decide of the “catastrophe” is big enough to consider re-design of the insurance section or whether U-haul can live with the calls they with certainty will receive in these situations.

The second catastrophe related to the additional items that users see in the flow from the front page to check out. Four of five users rated this as a problem or experienced the problem while solving their tasks. The first page displays four items with prefilled numbers (see left hand screen shot below). If users just press continue they have automatically selected items that they may not need or want. Hence, users have to actively delete the pre-filled numbers to avoid renting the items. The second screen shows 10 additional items (see right hand screen shot below) – all prefilled with numbers. And the same mistake may happen. Even when users notice the prefilled numbers they are annoyed about (and believe they have to) delete the numbers to continue. U-haul may “up-sell” more with this design, but it is certainly not appreciated by users. U-haul should seriously consider to pre-set the numbers to cero so that users are in control of picking an amount of additional items. 
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Major problems

Two of the major problems are related. Users have to select a truck that fits a certain size home and they have to select a storage that fits a certain set of boxes and a cold appliance. Both tasks proves difficult for users (four users have problems with selecting the truck size and two users have difficulties selecting the storage size). All users end up selecting a truck and storage, but their uncertainty in solving the task is striking. The web developers have already made good effort to help users with their task, but users seem to want more help on this task, perhaps by supplying them with a “size calculator” where users can add furniture and boxes into a small calculator, which then guides users to select the right truck/storage. Four of five users had difficulties finding the right size truck and two of five users had problems selecting a storage that they were certain would solve their need.

Users seem to have more problems with the shopping cart. Firstly, there is no grand total in the shopping cart. Second, the presentation of the shopping cart is not optimal as ordinary text items are easily missed out in a quick scan, while items in blue-colored link and delete icons are easier to see. Third, the shopping cart stretches over a typical screen size laterally, so the user cannot see it all in one screen dump. Fourth, one user mistakenly believes that the Total shown below the 10 additional items are the total for what he has selected so far, which it is not. And finally, prices for the same additional items are different dependent on how the user orders them on the same web site. Improving these major problems will help future users of the U-haul site in understanding the shopping cart.

Another general problem is that the web site reset user’s selections after certain actions. If the user has selected a certain number of additional items (in the 10-item screen above) but without adding them immediately, and then deletes something in the shopping cart (which is on the same page), then the numbers entered is reset to default. Similarly on the page where users can click a radio button for when to pick up a truck, and on the same screen decides that he wants the truck for 4 days, the radio button selection is reset. Hence, more screens expect input in a certain order, which users do not follow in the test situation (and probably even less in unobserved situations). The web site should maintain users’ selections independent on the order of the selections.

While most users followed the flow for renting a truck and there found it easy to add a utility dolly, one user attempted to find a utility dolly by using the top menu and the left side panel. This user did not succeed in renting a utility dolly. 

One user had great problems getting the amount of furniture pads right. The problem stem from the fact that users order a dozen at a time but the interface does not give this information to the user, who accidentally orders 12(x12) furniture pads.

For the minor problems and user suggestions please refer to the Appendix and the Excel File.

Appendix

In this appendix you will find the full list of unique incidents. When possible an incident is associated with a screen dump to better communicate the problem or positive feedback at hand. The numbers of the form “A-xx” refers to the unique number also found in the Excel file. All problems are rated A (Catastrophes), B (Major problems), C (Minor problems) and X (bugs) as well as good Ideas from users (I). All problems have an associated solutions merely included to better communicate the problem description. The Excel File (called: “CUE-9 A Evaluation”) has filters added that can sort problems according to when they were found and severity rating. 
Positives on Uhaul website 
	Screen dump  
	Positive
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	A-03: 

It is good that bedroom sizes are associated with truck sizes so that users can gauge the size of truck that is required for the move
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	A-08: 

The information on pick-up places is indSeed valuable

	[image: image5.png]Eler Redger Vis Hstork Bogmarker Funkioner e

1 Gmai - CUE:3 Detaled Instructions - | IIhtps:fjmail googl. Sver=obirwsmbng | || Google Kaender | B s adtional rental tems
€ | % bttps jwwm.uhaul.comireservations/AddtionalRentalltems. aspc - |28~ dlaron collction Hotel Mayfar
WI-HAUL  Your moving and storage resource. @ Signin/lookup order 2 View shopping cart

Trucks Trallers Storage Boxes & packing supplies  Locations

Additional rental items

Save time and prevent damage to your belangings by renting dollies and furniture pads. Any selected items will be with your

equipment at the time of pick up.

Utility Dolly Appliance Dolly Furniture Dolly Funniture Pads
10.00 sach 1200 sach 10.00 sach §10.00 per dozen
[ (52 (3 1 dozen v

Continue >

x sag: [ksk & wmste & Forige &7 Fremhae st [ Forskel p3 store o smd bogstaver





	A-09:

After selecting a truck, selecting a location, choosing no insurance, users like the additional rental items page (with four items)
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	A-11:

The search field is appreciated
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	A12: When having to find information on driving license users are pleased with how easy it is to find the information through FAQ
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	A-15:

To find a phone number of a dealer is consider very easy

	[image: image9.png]U-Haul: Your, moving and storage resource - Mozilla Firefox

Eler Redger Vis Hstork Bogmarker Funkioner e

MG - Incbakke (1356) - ries ebbe Jaco... | || Google Kalender | B ks Your moving and storage resource x | >

&) [ piiwmabacont <) [0~ cloton Coleton el et
WI-HAUL  Your moving and storage resource. ® Signin/lookup order &2 View shopping cart

Trucks Trallers Storage Boxes & packing supplies  Locations

Rental trucks and trailers

Get rates, avallability and deals in your area

Pickup date Pickup location %

T8 [ ziptpostel code o cy, state

Dropofflocation [ same as pisup

Trucks, trailers, towing, cargo vans, pickups and U-Boxes 80218 m

Self-storage
\/\ Getyour frst month free with

any one-way truck or trailer

ll,u rental at participating locations.
Wy,

Moving Helpers © Moving supplies

View customer-rated movers Getfree standard shipping on al orders
inyourarea over §25

S RN et sraie easking
[
u [T e a

x sag: [ksk & wmste & Forige &7 Fremhae st [ Forskel p3 store o smd bogstaver





	A-20

It is positive that the system remembers information that has been typed in before, e.g., zip codes
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	A-23:

The shopping cart saves earlier selections which is a good (e.g., a truck)
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	A-24:

The sizes for the moving boxes is related to a person size which is good
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	A-25:

It is good to have the option to pick additional stuff up or get it shipped to me
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	A-39:

Users like that there is a calendar integration to the date fields
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	A-41:

One user likes that the map zooms in/out on scroll of mouse wheel.
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One user likes that the map shows the closest location with a green flag

	[image: image16.png]U-Haul: Your shopping cart - Mozilla Firefox

Eler Redger Vis Hstork Bogmarker Funkioner e

MG - Indbakke (1362) - ies ebbe Jaco... | || Google Kalender | # uaut: vour shopping cart x|+

€ [ B bttp: . uhaul.comiCart. aspc - |28~ copenhagen masquerade 2011
Rental equipment 1
Customers who bought this item also bought
T Pickuptruck $19.95
<= Wiashington Blvd
e i 4 hour rental
=
Damage coverage 40.00
Packaging / Mailing Easy Cut Knife Tie-Down Sisal Rope None selected e s E|
s $6.95 $2.49
$2.95 Additional rentals $17.00
® o © 4 Utity Dolly o st
o ® ship  Fidup ship  Pidkup 4 Dozen Fumiture
Letsomeone else do the work!
Moving supplies

 Find customer-ratec movers in your area.
(Picup st U-Haul st Washingtan Bive )

* Loating, packing, driving o cleaning,

« Getan exact price and hire onine O Medunvovna [10] $23.50
Box
Views Moving Helpers i vour area b
T Large Moving 10| $30.00
Box
Need extra space?
U « Clean, y & secure facities O memocam [2] $770
Faper Tope 55
« Clinte control & 24-hour access g ol

avalble

mE & u S ® 3 Y




	A-50:

One user likes that when deleting the items in the shopping cart the items just disappear - rather than leaving items with zeros


Negatives on Uhaul website

	Screen dump
	Problem
	Severity
	Possible fix
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	A-01: 

Drop-off location cannot be entered unless the user removes a check mark "Same as pick-off location".
	C
	As soon as the user clicks on the grey box, the system could unmark “Same as pickup”
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	A-02:

The user is confronted with a difficult task in estimating what size truck is needed. Although the size of the apartment/house is matched with a size of a truck it still proves difficult for users to convert this into truck dimensions.


	B
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	A-04:

When a user selects a truck a number of locations is shown, but the address that was put in on the former search screen is not repeated on the preferred pickup location screen. Thus feedback is lacking on whether the user is on right track
	C
	Repeat the searched for address to the results screen
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	A-05:

The map on the "Select pickup location and time" screen is zoom sensitive to scrolling on the mouse wheel when the cursor is in the frame. This is not expected and leads to accidental zooming when the user wants to scroll
	C
	If possible remove this functionality from the map and only allow zooming by clicking the visible zoom keys to the left of the map
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	A-06:

When a user wants to correct an address text by clicking on the yellow text field on "Select pickup location and time" screen, the text disappears and has to be reentered.
	C
	Allow users to edit text rather than letting the system remove all text when clicking the text field
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	A-07:

When a user is misspelling Pittsburgh (Pittsnurgh) the system finds the address but the system does not correct the misspelling in the address field. It should probably auto-correct the text field when a search can be made on the misspelled text entry
	C
	Auto-correct text field when search is accepted

	[image: image23.png]Eler Redger Vis Hstork Bogmarker Funkioner e

1 Gmai - CUE:3 Detaled Instructions - | IIhtps:fjmail googl. Sver=obirwsmbng | || Google Kaender | B s adtional rental tems
€ | % bttps jwwm.uhaul.comireservations/AddtionalRentalltems. aspc - |28~ dlaron collction Hotel Mayfar
WI-HAUL  Your moving and storage resource. @ Signin/lookup order 2 View shopping cart

Trucks Trallers Storage Boxes & packing supplies  Locations

Additional rental items

Save time and prevent damage to your belangings by renting dollies and furniture pads. Any selected items will be with your

equipment at the time of pick up.

Utility Dolly Appliance Dolly Furniture Dolly Funniture Pads
10.00 sach 1200 sach 10.00 sach §10.00 per dozen
[ (52 (3 1 dozen v

x sag: [ksk & wmste & Forige &7 Fremhae st [ Forskel p3 store o smd bogstaver





	A-10:

The pre-filled numbers in the additional items page (with four items) are problematic as some users do not clear them out before continuing. It may give Uhaul accidental upsell, but it may also possibly make consumers annoyed
	B
	Don’t pre-fill numbers on additional items. Let users be in control to select or enter 

a number

	(on the running website this additional address field has already been changed, so I cannot make a print screen for it)


	A-13:

A user finds an address field under "Find storage place" and enters in Pittsburgh PA 15217. She later discovers that it was related to U-box benefits, which is not what she is looking for 
	B
	Move additional address box away from this page
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	A-14: 

The system auto-fills search boxes, for example under the Storage page. The pre-fill may work for some but it also leads to wrong searches that may go noticed or unnoticed by
	C
	Consider if the auto-fill works well enough for users. Consider dropping it.

	No picture added…


	A-16: It is not easy to find information about liability when no insurance has been selected. This would require a call to Uhaul
	B
	Make it more explicit what is covered with no, some and full insurance.

	(The bug must have been fixed as I cannot reproduce what happens with the user on the video)


	A-18:

It is possible to highlight the lead text in the Pickup location field on the front page, but when attempting to writing on the highlighted lead text to replace it, nothing happens. The user eventually deletes the lead text before entering the the zip code. It should not be possible to highlight lead text and it should not be necessary to delete it manually
	C
	Fix the problem of enabling users to highlight and manually remove lead text in all fields
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	A-19:

Lead text in text fields are removed when clicking the field. For most users this may work well but exactly when the user has to enter something into the field the help has been removed - and that is when you need it.
	C
	Consider moving lead text outside the text field
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	A-21:

Despite actual storage measures and small thumb nails illustrating relative storage size it seems difficult to estimate what size is the right one for a given set of items
	B
	Consider designing a small built-in tool that allow the user to describe what needs stored and give the user an appropriate result given the input
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	A-26:

When going through the "Boxes and packing supplies" page and selecting large boxes, and adding a certain number of large boxes, the user gets to the shopping cart after selection. If more additional items needs to be selected it is cumbersome to retun to "Boxes and packing supplies" page. (four click and four screens to add each item)
	C
	Although the normal flow for rental allows the user to enter several additional items, using the menu is cumbersome. Consider another feedback method that items have been added to the cart and allow the user to multi-select items also when using the menu “Boxes and packing supplies”

	[image: image29.png]U-Haul locations in or near Fremont, CA 94538 - Mozilla Firefox.

Eler Redger Vis Hstork Bogmarker Funkioner e

MG - Incbakke (1356) - ries ebbe Jaco... | || Google Kalender

€

| B hitp:ffumww.uhaul.com(Locations{Fremont-CA-94538 Resuts

S| Bttt o <[] -

fremant

Show locations that have:

U'HAUL

Otrucks (] Selr-storage
OTrailers  [JU-Box portable storage
Otitches  [JPropane

U-Haul locations in or near Fremont, CA 94538

Distance v

Sorthy:

Penny Wireless Hours

(U-Haul Neighborhood Dealer)

Sat 10am-§ pm
41200 Blacow Rd No H

Fremont, CA 84538

Sun: Closed

View photos

Diiving directions  (510) 3445550

Fokkkok 1 reviews

Mon-Fri:10:30 am - 5 pm

- |28~ dlaron collction Hotel Mayfar
O carpst cleaners
OTruck sales L
OMoving supplies
Show map oflacations

services

Trucks: et rates

Trailers: Get rales

Moving supplies: View invertory

x sag: [ksk

& emste 4 Forrige & Fremhesy akt (] Forskel pé store og smé bogstaver





	When searching for a Uhaul location the user gets the search results sorted by distance but the user is asking for actual distances from the address to the Uhaul location
	C
	Add distance to the search results

	(Moderator told the user (M2) this is the case)
	A-29:

Prices for the same additional items are different dependent on how the user orders them on the same web site. That seems very odd.
	B
	Make sure items are sold at the same price
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	A30:

The storage search results seem unrelated to Uhaul. One user is explicit about that the information could just as well have been found on another search machine outside the Uhaul site
	I
	Consider making a closer association between storage sites promoted by Uhaul
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	A-31:

The price information that is the most interesting to the user when searching for storage places is not available directly from the search result site. It is difficult to go into each of the locations for storage and manually compare prices between storage sites.
	I
	Enable a price comparison directly on the search results page and let users decide if the results should be sorted according to location or price
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	A-32:

The Uhaul site defines the number of days on a rental for a move from one city to another. Users want to control this amount of days themselves. If security  is an issue - that users want to attempt to cross the country over one day, for example, there could be a minimum rental time dependent on the distance)
	C
	Consider offering the users to control how many days they want to rent a truck when moving from one to another city



	[image: image33.png]U-Haul: Available pick up locations and times - Mozilla Firefox

Eler Redger Vis Hstork Bogmarker Funkioner e

MG - Indbakke (1357) - ries ebbe Jaco... | || Google Kalender | ¥ et avatatie ick up locations andit.. x | & >
7 ;

~ Clarian Collction Hatel Mayfair

[ B hitp:fjwemn.uhaul comreservationsPickupLocation.aspx

>

Closest location with a 14" truck on 5/26/2011

n At Your Service Select your pickup time: $1 ‘227_00
6000 Walker Will R Worning Afternoon Evening
Cont S DTS ot o o sty _Continue p |
HKokkd e Breviews OB O1onPH
View photos Oaman Oz00PH

Diiving directions
OtlmAt OI00PM =

OtmA  O&00PM

U-Haul Moving & The equipment selected is not available at this $1,227.00
Storage at S Capitol Tocation at this time.

StSW
o st st e il st _Continue ) |

1501 § Caitol St SV accommotate your preference, but will have to contact

@F st you to schedule your exact pickup location and time.
Washington, DC 20003

View photos
Diiving directions

ok 111 reviews.

u U-Haul Moving & Select your pickup time:
storage of Capitol
Hill There are no 14'trucks on 5262011

& emste 4 Forrige & Fremhesy akt (] Forskel pé store og smé bogstaver





	A-33:

When retrieving a list for truck rental locations, information is displayed for some rental places that are closed on Sundays or not open in evenings. Rather than showing this information to the user at this stage, locations that cannot supply a truck on the date and time that the user has searched for, should be excluded on the list. If the user has searched for another day than a Sunday, for example, the information is irrelevant.
	C
	Make an intelligent search results page where only relevant locations are shown
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	A-34:

When adjusting the numbers for additional items (the 10 items box) and deleting something  from the cart, the adjusted numbers are reversed back to default numbers, which is not logical.
	B
	Make sure to keep the numbers that the user has entered independent on other actions the user does on the page
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	A-35:

The categories of added items into the cart are not easy to overview. Especially users seems to ignore items under Additional items probably because there are other additional items further down in the cart
	B
	Consider redesigning the cart and focus on a good overview.
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	A-37:

There is no clear logic in having two pages with additional items (the four item screen) following by the 10-item screen). Furniture pads are both places. That is confusing and may lead to double booking of pads.
	B
	Make one page of items rather than two
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	A-38:

On the 10-tem screen, the furniture pads are not said to come in dozen
	B
	Add that pads come in dozen
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	A-40:

One use does not notice the drop-off location field. Perhaps because it is gray as it is defaulted to same as pick-up
	B
	Consider if the drop-off should be slightly more visible.
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	A-43:

When the user is not selecting a drop-off location on a search on the the front page, he'll get a list of things he can rent. If a truck is selected, a screen with a map of locations are shown undernearth a map with the locations. In between the map and the list of locations are boxes for Pickup date, Truck size, and Time needed. If the user scolls down and selects pictup time at a certain location and scrolls back up and selecting Time needed, the pickup time selection is removed. That is odd. The user should be able to make selections on page as he wants.
	C
	The user should be able to make selections on page as he wants.
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	A-44:

One user believes that the total for the screen with pre-filled ten additional is the total for what is in his shopping cart. It is somewhat confusing that there is a total on the same screen as the shopping cart.
	B
	Wait with presenting the shopping cart until after the additional items have been selected

	(User comment)
	A-45:

One user is aware that he has not entered a drop-off location and believes the system would let him enter that after check-out.
	C
	Unsure if the request is worth reacting on
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	A-46:

First time the shopping cart is presented (on the same page that the 10-additional items are shown) there is no total amount - only summary of items. That is not very informative for users who would want to know what they should pay in total.
	B
	Present the shopping cart total to users

	(No screen shot can be added as the quilted pads have been removed form the 10 additional item screen after the evaluation)
	A-48:

There is not clarity on the difference between quilted pads and furniture pads
	C
	Make it clearer what the difference is
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	A-49:

One user says that it is confusing that he sees different totals in the cart - something that is due today and something else that is due online. He asks for a better presentation of the cart and the totals
	A
	Present items in a clearer manner, perhaps with an overall total and the separated into two totals: one due today and one due later


Bugs on the Uhaul site

	Short description
	Bug report

	(Can’t reproduce the error so it may have been fixed or only occur in certain situations)
	A-17:

The arrows on the pop-up-calendar on the front page did not appear after clicking the date field. It must be a bug

	(Can’t reproduce the bug – it has probably been fixed in the meantime)
	A-22:

One user gets to the screen with a list of storage sizes and all storages cost $0,00, which must be a bug.


