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Execu4ve	  Summary	  (1)	  
  The	  objec4ve	  of	  this	  project	  is	  to	  determine	  the	  user	  experience	  provided	  by	  the	  U-‐

Haul	  site,	  focusing	  par4cularly	  on	  its	  usefulness	  and	  usability.	  57%	  of	  all	  aLempted	  
tasks	  were	  completed	  with	  full	  success.	  

  The	  tes4ng	  was	  conducted	  using	  remote,	  unmoderated	  sessions,	  using	  the	  
usertes4ng.com	  service.	  

  The	  tes4ng	  analysis	  was	  conducted	  in	  May	  2011.	  

  5	  parAcipants	  were	  recruited	  to	  represent	  prospec4ve	  U-‐Haul	  customers.	  

Key	  findings:	  

  The	  overall	  task	  success	  rate	  was	  71%	  (average	  across	  all	  aLempted	  tasks).	  

  57%	  of	  all	  aLempted	  tasks	  were	  completed	  with	  full	  success.	  

  23%	  of	  all	  aLempted	  tasks	  were	  either	  completed	  failed	  or	  the	  user	  men4oned	  that	  
they	  would	  have	  given	  up.	  

  The	  site	  was	  generally	  well	  received	  and	  the	  processes	  proved	  intui4ve	  and	  usable.	  

  There	  were	  a	  number	  of	  usability	  issues	  iden4fied	  that	  had	  a	  nega4ve	  affect	  on	  the	  
overall	  user	  experience.	  

	  

	  
	  	  
	  



Execu4ve	  Summary	  (2)	  

Key	  issues:	  
  There	  is	  inconsistency	  in	  the	  way	  some	  informa4on	  is	  displayed	  throughout	  the	  site,	  

for	  example;	  contact	  details,	  dealer	  ra4ngs	  and	  some	  terminology.	  

  Some	  of	  the	  rates	  caused	  confusion,	  as	  it	  was	  not	  always	  clear	  what	  was	  included	  
and	  what	  was	  not.	  	  Some	  rates	  were	  also	  not	  shown,	  causing	  further	  confusion.	  

  The	  site	  impaired	  the	  user’s	  ability	  to	  move	  back	  through	  the	  journey	  at	  various	  
places,	  e.g.	  returning	  to	  a	  results	  list	  from	  a	  lis4ng	  detail	  page,	  or	  returning	  to	  the	  
rental	  process	  from	  a	  contextual	  FAQ	  page.	  

  At	  various	  places	  in	  the	  rental	  process,	  addi4onal	  op4ons	  were	  offered	  to	  the	  user,	  
e.g.	  supplies	  and	  tools.	  	  Although	  this	  was	  welcomes,	  the	  benefit	  was	  diminished	  by	  
the	  fact	  that	  many	  of	  the	  op4ons	  were	  pre-‐selected	  and	  oUen	  got	  accidentally	  
added	  to	  the	  shopping	  cart.	  
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Objec4ves	  of	  the	  study	  

The	  objec4ve	  of	  this	  project	  is	  to	  determine	  the	  user	  experience	  provided	  by	  the	  U-‐
Haul	  site,	  focusing	  par4cularly	  on	  its	  usefulness	  and	  usability.	  	  Specifically,	  we	  aim	  to	  
determine:	  
  Can	  the	  users	  locate	  U-‐Haul	  dealers	  in	  a	  local	  area?	  
  Can	  the	  users	  accurately	  find	  and	  purchase	  the	  correct	  combina4on	  of	  products	  

and	  services	  to	  meet	  their	  needs?	  
  Can	  the	  users	  find	  content	  that	  informs	  their	  rental/purchasing	  decision?	  



Our	  approach	  

  The	  tes4ng	  was	  conducted	  using	  remote,	  unmoderated	  sessions,	  using	  the	  
usertes4ng.com	  service.	  

  The	  tes4ng	  analysis	  was	  conducted	  in	  May	  2011.	  

  5	  parAcipants	  were	  recruited	  to	  represent	  prospec4ve	  U-‐Haul	  customers.	  

  Test	  par4cipants	  adopted	  a	  “think	  aloud”	  protocol	  to	  enable	  deeper	  insight	  
into	  thought	  and	  decision	  processes	  

  Each	  task	  was	  retrospec4vely	  given	  a	  success	  score	  between	  0%	  and	  100%	  
(this	  was	  determined	  by	  the	  tester	  and	  not	  supplied	  by	  the	  user)	  

  Each	  reported	  issue	  includes	  prac4cal	  recommenda4ons	  for	  changes	  and	  
future	  work	  based	  around	  test	  objec4ves.	  



Recruitment	  
  The	  following	  par4cipants	  were	  recruited	  for	  this	  study	  
	  



Task	  list	  (1)	  
Scenario:	  Your	  friends	  Mike	  and	  Anna	  are	  about	  to	  move	  from	  PiLsburgh,	  PA	  to	  Denver,	  CO.	  They	  
have	  an	  apartment	  in	  PiLsburgh	  consis4ng	  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	  PiLsburgh	  aUer	  2	  years	  so	  they	  want	  to	  rent	  a	  self	  storage	  unit	  in	  
PiLsburgh	  for	  the	  stuff	  they	  don't	  need	  in	  Denver.	  

An	  overview	  of	  the	  tasks:	  

  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.	  Note:	  
They	  are	  moving	  on	  April	  14th	  from	  Darlington	  Rd.	  in	  PiLsburgh,	  PA	  15217	  to	  Emerson	  St.	  in	  
Denver,	  CO	  80218	  
Success:	  Find	  total	  price	  including	  any	  addi1onal	  fees	  and	  charges.	  

  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?	  
Success:	  	  Find	  answer	  to	  ques1on	  in	  FAQs	  

  Task	  3:	  They	  also	  need	  an	  indoor	  storage	  unit	  in	  PiLsburgh	  that	  can	  hold	  10	  moving	  boxes	  (18"	  
x	  18"	  x	  16")	  and	  a	  large	  fridge.	  Find	  the	  per	  month	  cost	  of	  the	  storage.	  
Success:	  	  Find	  monthly	  cost	  of	  suitable	  storage	  unit	  near	  home	  



Task	  list	  (2)	  
  Task	  4:	  You	  have	  a	  few	  ques4ons	  that	  the	  U-‐Haul	  website	  hasn't	  answered.	  Please	  find	  the	  

phone	  number	  for	  the	  U-‐Haul	  pickup	  loca4on	  closest	  to	  the	  couple’s	  home	  on	  Darlington	  Rd.	  
in	  PiLsburgh,	  PA.	  
Success:	  	  Find	  phone	  number	  for	  pick-‐up	  loca1on	  used	  in	  task	  1	  

  Task	  5:	  The	  couple	  has	  decided	  to	  rent	  the	  truck.	  Please	  book	  the	  truck	  you	  found	  the	  pricing	  
for	  earlier.	  In	  addi4on,	  please	  order	  20	  large	  moving	  boxes,	  15	  small	  moving	  boxes,	  a	  u4lity	  
dolly,	  and	  a	  dozen	  moving	  blankets.	  Note:	  Please	  stop	  when	  you	  reach	  the	  "Billing	  Info"	  page.	  
Do	  NOT	  submit	  the	  order.	  
Success:	  	  Purchase	  boxes	  and	  rent	  dolly	  and	  moving	  blankets.	  

  Task	  6:	  During	  the	  move,	  an	  unknown	  person	  scratched	  the	  truck	  in	  several	  places,	  probably	  
with	  a	  knife.	  An	  auto	  body	  technician	  has	  es4mated	  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?	  
Success:	  	  Confirm	  that	  damage	  is	  covered	  by	  coverage	  policy	  

  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.	  
Success:	  	  Find	  closest	  suitable	  pick-‐up	  loca1on	  to	  given	  address.	  
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Comple4on	  Rates	  

Task	  CompleAon	  
Each	  step/task	  that	  a	  par4cipant	  undertook	  was	  given	  a	  comple4on	  score	  based	  on	  the	  
following	  scale:	  
  100%	  -‐	  Par4cipant	  completed	  the	  task/step	  to	  the	  desired	  success	  state	  with	  

minimal	  devia4ons	  	  

  75%	  -‐	  25%	  -‐	  Par4cipant	  completed	  task/step	  to	  varying	  levels	  of	  success	  with	  
increasing	  confusion	  or	  devia4on	  from	  task	  

  0%	  -‐	  Par4cipant	  failed	  to	  complete	  the	  task	  or	  were	  under	  the	  impression	  they	  had	  
completed	  the	  task	  when	  they	  had	  not.	  	  Par4cipant	  may	  have	  indicated	  that	  outside	  
of	  the	  test	  environment,	  they	  would	  have	  given	  up	  on	  the	  task.	  



Comple4on	  Rates/Task	  ra4ngs	  -‐	  Overall	  

Task	  CompleAon	  
  All	  par4cipants	  aLempted	  all	  7	  tasks	  
  35	  tasks	  were	  aLempted	  in	  total	  across	  all	  par4cipants	  
  The	  overall	  task	  success	  rate	  was	  71%	  (average	  across	  all	  aLempted	  tasks)	  

  20	  task-‐aVempts	  (57%	  of	  total)	  were	  completed	  successfully	  to	  the	  agreed	  end-‐
point	  (100%)	  

  7	  task-‐aVempts	  (20%	  of	  total)	  were	  completed	  with	  either	  par4al	  success	  
(25%-‐75%)	  

  8	  task-‐aVempts	  (23%	  of	  total)	  was	  not	  successfully	  completed	  (either	  
incorrectly	  completed,	  or	  the	  par4cipant	  gave	  up)	  (0%)	  



Task	  Success:	  Could	  they	  do	  it?	  (1)	  

SUCCESS	  RATES	  (%)	  

U1	   U2	   U3	   U4	   U5	   Average	  

TA
SK

	  

1.	  Find	  rental	  cost	   75	   0	   0	   0	   100	   35	  

2.	  Driver's	  license	   100	   100	   100	   75	   100	   95	  

3.	  Storage	   100	   0	   100	   100	   100	   80	  

4.	  Phone	  number	   100	   75	   100	   100	   75	   90	  

5.	  Extras	   25	   100	   75	   0	   100	   60	  

6.	  Damage	  coverage	   75	   100	   100	   100	   0	   75	  

7.	  Fremont	  rental	   100	   100	   0	   0	   100	   60	  

  On	  task	  1	  many	  users	  used	  the	  headline	  rate,	  without	  progressing	  further	  to	  determine	  the	  total	  rate	  
(including	  any	  taxes	  &	  fees)	  

  On	  task	  5,	  many	  users	  purchase	  the	  dolly	  and/or	  the	  blankets,	  rather	  than	  ren4ng	  them.	  

  On	  task	  7,	  the	  score	  was	  brought	  down	  by	  two	  par4cipants	  failing	  to	  find	  the	  correct	  loca4on.	  



Task	  Success:	  Could	  they	  do	  it?	  (2)	  

  On	  task	  1	  many	  users	  used	  the	  headline	  rate,	  without	  progressing	  further	  to	  determine	  the	  total	  rate	  
(including	  any	  taxes	  &	  fees)	  

  On	  task	  5,	  many	  users	  purchase	  the	  dolly	  and/or	  the	  blankets,	  rather	  than	  ren4ng	  them.	  

  On	  task	  7,	  the	  score	  was	  brought	  down	  by	  two	  par4cipants	  failing	  to	  find	  the	  correct	  loca4on.	  
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Pre-‐test	  ques4onnaire	  

All	  parAcipants	  were	  asked	  about	  their	  knowledge	  of	  U-‐Haul:	  
	  
  U1	  -‐	  is	  familiar	  with	  U-‐Haul.	  Has	  used	  the	  website	  to	  find	  the	  price	  of	  a	  tow	  dolly.	  It	  

turned	  out	  to	  be	  too	  expensive.	  
  U2	  –	  is	  familiar	  with	  U-‐Haul.	  Rented	  a	  U-‐Haul	  truck	  and	  a	  trailer	  years	  ago.	  Has	  not	  

used	  the	  U-‐Haul	  website.	  
  U3	  -‐	  has	  rented	  U-‐Haul	  truck	  twice	  to	  help	  friends	  move	  and	  once	  for	  herself	  to	  

move	  some	  furniture	  because	  it	  was	  a	  liLle	  cheaper	  than	  what	  the	  furniture	  store	  
wanted	  to	  deliver	  it	  

  U4	  -‐	  	  is	  very	  familiar	  with	  U-‐Haul.	  They	  have	  moved	  many,	  many	  4mes	  using	  Uhaul	  
trucks.	  They	  have	  also	  rented	  a	  climate-‐controlled	  storage	  facility	  from	  U-‐Haul.	  

  U5	  -‐	  knows	  U-‐Haul	  well.	  Sees	  their	  trucks	  in	  many	  places.	  Rented	  a	  truck	  from	  
them	  about	  7	  years	  ago,	  cross-‐town	  rental.	  Does	  not	  recall	  if	  he	  used	  the	  website	  7	  
years	  ago.	  
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Ranking	  of	  Usability	  Issues	  

Issues	  are	  iden4fied	  and	  advice	  given	  on	  resolving	  problems.	  	  The	  issues	  have	  been	  classified	  as	  
follows:	  



Home	  page	  (1)	  

FAQs	  (I)	  

The	  FAQs	  were	  used	  extensively	  and	  would	  
benefit	  from	  a	  prominent	  loca4on	  in	  the	  
main	  top	  nav.	  

RecommendaAon:	  	  Include	  an	  FAQ	  link	  in	  
the	  top	  naviga4on.	  

Clear	  services	  (P)	  

The	  home	  page	  provides	  a	  clear	  descrip4on	  
of	  key	  services.	  



Home	  page	  (2)	  

Holding	  text	  (C)	  

The	  loca4on	  fields	  contain	  'holding	  text',	  
that	  provides	  some	  guidance	  on	  the	  type	  of	  
entry	  required.	  Because	  this	  text	  disappear	  
when	  the	  user	  clicks	  on	  the	  field,	  the	  user	  
loses	  this	  guidance	  and	  this	  caused	  
occasional	  hesita4on	  as	  they	  worked	  out	  
the	  type/format	  of	  data	  to	  enter.	  	  

RecommendaAon:	  	  Remove	  from	  within	  
the	  field	  and	  locate	  under	  the	  field	  in	  small	  
font.	  

Cart	  link	  (C)	  

The	  shopping	  cart	  label/icon	  does	  not	  
provide	  any	  indica4on	  of	  the	  number	  of	  
items	  currently	  added,	  which	  resulted	  in	  a	  
number	  of	  users	  being	  unsure	  if	  items	  were	  
currently	  in	  the	  cart.	  

RecommendaAon:	  Include	  number	  of	  
items	  in	  cart	  in	  brackets	  aUer	  text,	  e.g.	  
“Shopping	  Cart	  (3)”	  



Truck	  rental	  (1)	  

Drop-‐off	  locaAon	  (C)	  

Currently	  the	  user	  cannot	  select	  the	  drop-‐
off	  loca4on	  field	  un4l	  the	  "Same	  as	  pick-‐
up"	  check-‐box	  is	  un-‐checked.	  	  This	  caused	  
some	  very	  slight	  hesita4on.	  
RecommendaAon:	  Enable	  the	  drop-‐off	  field	  
if	  the	  user	  clicks	  on	  it,	  unchecking	  the	  
“Same	  as	  pickup”	  field	  at	  the	  same	  4me.	  

Flexible	  locaAon	  fields	  (P)	  

The	  loca4on	  fields	  are	  flexible	  and	  deal	  
with	  a	  variety	  of	  input	  formats.	  



Truck	  rental	  (2)	  

Rates	  (A)	  

The	  rates	  shown	  in	  the	  truck	  booking	  
process	  do	  not	  include	  taxes	  and	  fees,	  
though	  this	  is	  not	  made	  clear,	  leading	  some	  
users	  to	  believe	  this	  was	  the	  total	  price.	  

RecommendaAon:	  Include	  note	  under	  each	  
price	  clarifying	  that	  this	  figure	  does	  not	  
include	  fees	  &	  taxes.	  

Well-‐located	  FAQs	  (P)	  

The	  rental	  FAQs	  are	  well	  located	  within	  the	  
context	  of	  the	  rental	  process.	  

Mileage	  (I)	  

When	  ren4ng	  a	  truck	  with	  different	  pick-‐up	  and	  drop-‐off	  loca4ons,	  it	  
would	  be	  useful	  to	  provide	  an	  approximate	  mileage	  between	  the	  two	  
loca4ons	  so	  users	  could	  compare	  this	  distance	  with	  the	  distance	  covered	  
by	  the	  rental	  cost.	  

Return	  from	  FAQ	  (B)	  

If	  the	  user	  enters	  the	  rental	  FAQs	  from	  
within	  the	  rental	  process,	  there	  is	  no	  easy	  
way	  to	  return	  to	  the	  rental	  process	  (users	  
resor4ng	  to	  the	  browser	  back	  buLon).	  

RecommendaAon:	  Include	  a	  link	  on	  the	  
FAQ	  page	  to	  allow	  the	  user	  to	  return	  to	  the	  
process	  from	  which	  they	  came.	  



Truck	  rental	  (3)	  

IndicaAon	  of	  capacity	  (I)	  

In	  the	  same	  way	  that	  storage	  units	  u4lise	  a	  
graphic	  to	  give	  an	  indica4on	  of	  storage	  
space	  -‐	  a	  similar	  approach	  to	  beLer	  
describe	  the	  truck	  capacity	  would	  prove	  
useful.	  

RecommendaAon:	  	  Use	  a	  similar	  graphical	  
approach	  to	  the	  storage	  units,	  e.g.	  showing	  
a	  truck	  loaded	  with	  common	  items,	  e.g.	  
sofa,	  bed,	  fridge,	  boxes,	  etc.	  



Truck	  rental	  (4)	  

Update	  Map	  (B)	  

The	  loca4on	  map	  features	  an	  field	  and	  buLon	  where	  the	  
user	  can	  enter	  a	  new	  address	  and	  update	  the	  map.	  However,	  
its	  prominent	  loca4on	  and	  labeling	  convinced	  a	  number	  of	  
users	  to	  re-‐enter	  the	  address	  in	  this	  field	  before	  con4nuing,	  
despite	  the	  correct	  loca4on	  already	  being	  shown	  on	  the	  
map.	  

RecommendaAon:	  Replay	  the	  current	  loca4on	  to	  the	  user	  in	  
the	  map	  4tle	  and	  change	  field	  text	  to	  “New	  address”.	  

Map	  (P)	  

The	  inclusion	  of	  a	  map	  to	  show	  the	  proximity	  of	  U-‐
Haul	  loca4ons	  to	  a	  given	  point	  helps	  the	  user	  to	  
quickly	  determine	  the	  most	  appropriate	  loca4on	  for	  
them,	  taking	  into	  account	  different	  routes.	  



Truck	  rental	  (5)	  

Contact	  number	  missing	  (A)	  

The	  contact	  number	  for	  a	  loca4on	  is	  inconsistently	  
displayed:	  	  The	  numbers	  are	  generally	  shown	  in	  the	  results	  
from	  a	  loca4on	  search	  but	  are	  missing	  when	  viewing	  pickup	  
loca4ons	  during	  the	  rental	  booking	  process.	  

RecommendaAon:	  Ensure	  that	  loca4on	  details	  are	  displayed	  
consistently	  in	  all	  areas	  of	  the	  site	  and	  that	  the	  contact	  
number	  is	  always	  shown.	  	  If	  no	  number	  is	  available	  then	  this	  
should	  be	  noted.	  

Direct	  contact	  details	  
provided	  (P)	  

Direct	  contact	  details	  are	  
provided	  for	  loca4ons.	  



Truck	  rental	  (6)	  

Return	  to	  results	  list	  (B)	  

When	  viewing	  the	  details	  of	  a	  specific	  
dealer,	  	  there	  is	  no	  easy	  way	  to	  return	  to	  
the	  results	  list	  (users	  resor4ng	  to	  the	  
browser	  back	  buLon).	  

RecommendaAon:	  Provide	  a	  “Return	  to	  
results”	  link	  in	  top-‐leU	  corner	  between	  the	  
top	  nav	  and	  the	  loca4on	  details	  panel.	  



Truck	  rental	  (7)	  

Coverage	  payment	  (C)	  

Although	  it	  is	  assumed	  that	  the	  coverage	  price	  shown	  is	  a	  
one-‐off	  payment,	  it	  is	  not	  100%	  clear	  that	  this	  is	  not	  a	  per-‐
day	  amount.	  

RecommendaAon:	  Clarify	  by	  adding	  “(one-‐4me	  payment)”	  
below	  price.	  



Truck	  rental	  (8)	  
Opt-‐out	  approach	  to	  rental	  (A)	  

During	  the	  truck	  rental	  process,	  addi4onal	  rental	  items,	  such	  
as	  the	  dollys	  and	  the	  furniture	  pads	  are	  automa4cally	  added	  
to	  the	  rental,	  unless	  the	  user	  resets	  quan44es	  to	  zero.	  	  This	  
'opt-‐out'	  approach	  caused	  significant	  confusion	  and	  
annoyance,	  though	  most	  users	  realised	  what	  was	  had	  
happened	  and	  could	  rec4fy.	  

RecommendaAon:	  Set	  all	  item	  quan44es	  to	  zero	  to	  avoid	  
accidental	  rental.	  

AddiAonal	  items	  (P)	  

The	  rental	  process	  provides	  the	  user	  with	  
useful	  addi4onal	  items	  for	  considera4on,	  
to	  rent	  or	  purchase,	  e.g.	  dollies,	  boxes,	  etc.	  
which	  significantly	  reduced	  the	  task	  4me	  
on	  occasions	  and	  helped	  to	  increase	  user	  
trust	  in	  the	  site.	  



Truck	  rental	  (9)	  
Pre-‐selected	  items	  (B)	  

The	  "other	  customers	  needed"	  list	  of	  packing	  supplies	  
included	  pre-‐filled	  quan44es	  for	  many	  items.	  	  This	  caused	  
some	  users	  to	  add	  items	  to	  their	  cart	  that	  they	  did	  not	  want/
need	  and	  caused	  others	  to	  slow	  down	  as	  they	  zeroed	  out	  
unwanted	  items.	  

RecommendaAon:	  Set	  all	  item	  quan44es	  to	  zero	  to	  avoid	  
accidental	  addi4on	  to	  cart.	  



Storage	  rental	  (1)	  

Difficult	  to	  compare	  rates	  (B)	  

The	  ini4al	  storage	  provider	  list	  provides	  no	  indica4on	  of	  rates,	  e.g.	  
"Rates	  from	  n",	  meaning	  that	  the	  only	  way	  to	  compare	  rates	  is	  to	  
check	  each	  provider	  in	  turn,	  which	  will	  prove	  4me-‐consuming.	  

RecommendaAon:	  Include	  an	  indica4on	  of	  rates,	  e.g.	  “Rates	  from	  n”	  
on	  the	  results	  page.	  

Clear	  feature	  lisAng	  (P)	  

The	  storage	  unit	  descrip4ons	  
provide	  clear,	  bulleted	  feature	  
lis4ngs.	  



Storage	  rental	  (2)	  

EffecAve	  use	  of	  graphics	  (P)	  

The	  use	  of	  pictures	  for	  key	  
products,	  e.g.	  trucks,	  storage	  
units,	  boxes,	  etc.	  does	  an	  
effec4ve	  job	  of	  describing	  the	  
product	  to	  the	  user.	  

Storage	  calculator	  (I)	  

Some	  users	  requested	  some	  form	  of	  
storage	  calculator,	  to	  help	  them	  
calculate	  the	  size	  of	  storage	  unit	  or	  
truck	  that	  they	  would	  need	  given	  the	  
items	  they	  had	  to	  store.	  

Enabled	  conAnue	  buVon	  (C)	  

The	  add	  to	  cart	  buLons(“Con4nue”	  
in	  this	  example)	  are	  enabled	  at	  all	  
4mes,	  even	  if	  pre-‐requisite	  
informa4on,	  e.g.	  rental	  date,	  has	  
not	  been	  entered,	  causing	  error	  
messages.	  

RecommendaAon:	  Only	  enable	  the	  
con4nue/add-‐to-‐cart	  buLon	  when	  
all	  requisite	  informa4on	  has	  been	  
provided.	  



Storage	  rental	  (3)	  

Confusing	  rates	  (A)	  

Some	  storage	  loca4ons	  show	  their	  rates	  as	  $0,	  causing	  
significant	  confusion	  and	  making	  the	  user	  ques4on	  if	  this	  was	  
free	  storage	  related	  to	  the	  truck	  rental.	  

RecommendaAon:	  Ensure	  all	  rates	  are	  accurately	  displayed.	  	  If	  
a	  zero	  rate	  is	  accurate	  then	  clearly	  communicate	  to	  the	  user	  the	  
reason	  behind	  this.	  



Loca4ons	  (1)	  

LocaAon	  box	  (C)	  

The	  find	  loca4on	  box	  is	  not	  wide	  enough	  to	  display	  a	  full	  
(street,	  town,	  state,	  zip)	  address.	  

RecommendaAon:	  Increase	  the	  width	  to	  accommodate	  an	  
average	  (street,	  town,	  state,	  zip)	  address	  format.	  

InformaAon	  retenAon	  (P)	  

The	  key	  fields	  across	  the	  site,	  e.g.	  loca4on,	  
retain	  the	  last	  entered	  informa4on.	  



Loca4ons	  (2)	  
No	  distance	  shown	  (B)	  

The	  loca4on	  search	  results	  are	  sorted	  by	  distance	  
but	  do	  not	  display	  the	  results'	  distances	  from	  the	  
searched	  loca4on	  on	  certain	  pages:	  	  The	  distances	  
are	  shown	  for	  the	  storage	  providers,	  but	  not	  for	  u-‐
haul	  loca4ons.	  

RecommendaAon:	  Display	  the	  distance	  from	  the	  
provided	  loca4on.	  

Dealer	  reviews	  (C)	  

The	  approach	  to	  dealer	  reviews	  
seems	  inconsistent,	  with	  many	  
loca4ons	  having	  no	  review/ra4ng	  
displayed.	  

RecommendaAon:	  Consistently	  
show	  ra4ngs.	  	  If	  not	  ra4ngs	  have	  
been	  received	  for	  a	  par4cular	  
dealer,	  men4on	  this.	  

Diverse	  locaAons	  (C)	  

The	  U-‐Haul	  loca4ons	  appear	  very	  diverse,	  which	  caused	  slight	  confusion	  
for	  users,	  who	  appeared	  to	  expect	  branded	  U-‐Haul	  agents,	  but	  also	  
found	  results	  for	  more	  unlikely	  loca4ons	  such	  as	  food	  marts	  and	  auto	  
repair	  shops.	  

RecommendaAon:	  Describe	  the	  loca4on’s	  associa4on	  with	  U-‐Haul,	  e.g.	  
Main	  dealer,	  associated	  dealer,	  etc.	  



Moving	  supplies	  (1)	  
RenAng	  vs.	  Buying	  (B)	  

Some	  items	  can	  be	  rented	  or	  purchased,	  e.g.	  furniture	  pads	  
and	  u4lity	  dollies.	  	  However,	  it	  was	  not	  always	  clear	  to	  the	  
user	  whether	  they	  were	  ren4ng	  or	  purchasing,	  or	  how	  to	  
choose	  the	  alternate	  op4on.	  

RecommendaAon:	  Clearly	  state	  whether	  an	  item	  is	  for	  rental	  
or	  sale.	  	  Also,	  when	  an	  equivalent	  item	  can	  be	  rented/
purchased,	  provide	  a	  link	  to	  that	  item.	  

Terminology	  (C)	  

Some	  terminology	  is	  inconsistent	  throughout	  the	  site,	  for	  
example	  the	  "U4lity	  Dolly"	  on	  one	  page	  is	  referred	  to	  as	  a	  
"Hand	  Truck"	  on	  another.	  	  

RecommendaAon:	  Where	  at	  all	  possible,	  use	  consistent	  
terminology	  throughout	  the	  site.	  

Social	  network	  links	  (C)	  

The	  social	  networking	  links	  appear	  
overused	  and	  are	  of	  ques4onable	  benefit	  
to	  the	  user.	  

RecommendaAon:	  Determine	  a	  social	  
networking	  strategy	  for	  the	  site	  and	  only	  
show	  social	  links	  when	  there	  is	  a	  clear	  
user	  benefit,	  otherwise	  they	  only	  serve	  to	  
cluLer	  the	  page.	  



Moving	  supplies	  (2)	  
No	  link	  to	  rental	  (B)	  

	  The	  "Dollies,	  hand	  trucks,	  furniture	  pads	  and	  waterbed	  
pumps"	  page	  provided	  no	  clear	  link	  to	  rent	  the	  items	  
described.	  

RecommendaAon:	  Provide	  links	  here	  to	  allow	  the	  user	  to	  
add	  these	  items	  to	  their	  cart.	  



Shopping	  Cart	  (1)	  

No	  total	  rental	  cost	  (B)	  

In	  a	  rental-‐only	  scenario,	  the	  total	  amount	  payable	  on	  pick-‐up	  is	  not	  shown	  
-‐	  the	  cart	  only	  shows	  that	  there	  is	  nothing	  payable	  today.	  	  This	  forces	  the	  
user	  to	  calculate	  the	  total	  themselves	  from	  the	  line	  items.	  

RecommendaAon:	  Show	  total	  due	  on	  pick-‐up	  as	  well	  as	  total	  due	  today.	  

Environmental	  fee	  (P)	  

In	  the	  cart,	  the	  environmental	  fee	  line	  
item	  is	  hyperlinked	  so	  the	  user	  can	  
find	  out	  more.	  

Extra	  fees	  (C)	  

Lis4ng	  extra	  fees,	  e.g.	  environmental	  fee,	  separately	  
caused	  some	  annoyance	  and,	  in	  some	  cases,	  meant	  that	  
some	  users	  missed	  it.	  

RecommendaAon:	  	  Consider	  rolling	  extra	  fees	  into	  the	  
rental	  fee	  where	  possible.	  



Shopping	  Cart	  (2)	  

EdiAng	  items	  (B)	  

It	  is	  not	  clear	  how	  to	  edit	  the	  items	  or	  quan44es	  in	  the	  cart,	  
par4cularly	  the	  “Addi4onal	  rentals”.	  

RecommendaAon:	  	  Include	  an	  (edit)	  link	  next	  to	  those	  items	  
that	  link	  to	  another	  page	  in	  order	  to	  edit.	  

Handling	  fee	  (B)	  

The	  "Handling	  Fee"	  (storage	  rentals)	  offers	  no	  
explana4on	  for	  its	  purpose	  or	  inclusion,	  
causing	  some	  confusion.	  	  It	  was	  also	  unclear	  if	  
this	  was	  a	  one-‐off	  fee	  or	  a	  monthly	  recurring	  
fee.	  

RecommendaAon:	  Include	  contextual	  help	  for	  
this	  item,	  in	  the	  same	  way	  as	  with	  the	  
environmental	  fee.	  	  Also	  make	  it	  clear	  if	  this	  is	  
a	  recurring	  fee.	  



Shopping	  Cart	  (3)	  
DeleAng	  items	  (C)	  

The	  process	  for	  dele4ng	  an	  item	  from	  the	  cart	  
was	  not	  always	  obvious.	  	  This	  appears	  to	  be	  
mainly	  problema4c	  when	  a	  quan4ty	  is	  also	  
shown,	  as	  users	  aLempt	  to	  set	  the	  quan4ty	  to	  
0.	  

RecommendaAon:	  	  Consider	  replacing	  the	  
trash	  icon	  with	  a	  slightly	  larger,	  higher	  contrast	  
icon.	  	  Also	  allow	  the	  users	  to	  set	  the	  quan4ty	  
to	  zero	  to	  remove	  the	  item.	  

DeleAng	  items	  (C)	  

When	  dele4ng	  an	  item	  from	  the	  cart,	  the	  remove	  and	  cancel	  buLons	  
are	  given	  equal	  visual	  prominence,	  resul4ng	  in	  momentary	  hesita4on	  
and	  occasional	  mis-‐clicks.	  

RecommendaAon:	  Have	  a	  prominent	  Remove	  buLon	  and	  a	  more	  
subtle	  cancel	  buLon/link.	  

Changing	  page	  content	  (C)	  

When	  items	  are	  removed	  from	  the	  cart,	  the	  
content	  on	  the	  leU	  of	  the	  page	  changes,	  which	  
some	  users	  found	  slightly	  disorienta4ng.	  

RecommendaAon:	  	  Keep	  the	  rest	  of	  the	  page	  
content	  consistent	  when	  performing	  
opera4ons	  on	  the	  shopping	  cart.	  



Checkout	  (1)	  

Useful	  summary	  (P)	  

The	  checkout	  page	  provides	  a	  useful	  summary,	  
confirming	  the	  key	  points	  of	  the	  rental	  and	  the	  
'next	  steps’.	  

Contradictory	  informaAon	  (C)	  

The	  summary	  indicates	  that	  the	  user	  will	  be	  
contacted	  to	  arrange	  a	  pick-‐up	  loca4on,	  
despite	  this	  already	  having	  been	  selected	  by	  
the	  user.	  	  This	  caused	  some	  confusion.	  

RecommendaAon:	  	  Ensure	  that	  choices	  made	  
by	  the	  user	  during	  the	  rental/purchase	  process	  
are	  reflected	  accurately	  in	  this	  summary.	  



Checkout	  (2)	  

No	  return	  to	  cart	  (B)	  

Once	  in	  the	  check-‐out	  process,	  there	  is	  no	  easy	  way	  to	  
return	  to	  the	  shopping	  cart	  (users	  resor4ng	  to	  the	  
browser	  back	  buLon).	  

RecommendaAon:	  	  Provide	  the	  user	  with	  a	  route	  back	  
to	  the	  basket.	  	  Ideally,	  the	  checkout	  should	  be	  part	  of	  a	  
progress	  display	  at	  the	  top	  of	  the	  page,	  which	  can	  be	  
used	  to	  navigate	  back	  to	  previous	  steps	  in	  the	  process.	  

No	  progress	  wheel	  (C)	  

Some	  transac4onal	  steps	  (e.g.	  searching)	  display	  a	  
'progress	  wheel'	  while	  the	  website	  fetches	  informa4on,	  
while	  others	  (e.g.	  checkout)	  do	  not.	  	  This	  inconsistency	  
risks	  causing	  confusion	  or	  concern	  that	  the	  site	  is	  not	  
responding.	  

RecommendaAon:	  	  Ensure	  that	  any	  processing/
transac4on	  4me	  when	  the	  user	  is	  unable	  to	  interact	  
with	  the	  site,	  is	  communicated	  in	  a	  clear	  and	  consistent	  
manner.	  



FAQ	  (1)	  

Extensive	  FAQs	  (C)	  

The	  FAQ	  sec4on	  contains	  considerable	  content,	  split	  
over	  several	  sub-‐sec4ons,	  which	  can	  make	  it	  difficult	  to	  
find	  the	  correct	  informa4on.	  

RecommendaAon:	  	  Provide	  a	  search	  func4on	  for	  the	  
FAQs,	  e.g.	  “Type	  in	  your	  ques4on…”,	  to	  save	  the	  user	  
having	  to	  parse	  the	  en4re	  list.	  



Insurance	  coverage	  (1)	  

Dense	  text	  (C)	  

The	  details	  of	  the	  insurance	  coverage	  are	  
provided	  as	  dense	  blocks	  of	  text,	  making	  
it	  more	  difficult	  for	  users	  to	  parse	  and	  
find	  the	  informa4on	  they	  are	  looking	  for.	  

RecommendaAon:	  	  Where	  possible,	  use	  
bullets,	  tables	  or	  graphs	  to	  convey	  the	  
informa4on	  as	  these	  are	  far	  quicker	  and	  
easier	  to	  read	  and	  understand.	  



Search	  (1)	  

Search	  results	  (B)	  

The	  search	  results	  do	  not	  always	  
adequately	  explain	  their	  relevance,	  
i.e.	  why	  that	  par4cular	  result	  has	  
been	  returned	  for	  a	  given	  set	  of	  
search	  criteria.	  

RecommendaAon:	  	  Always	  explain	  
to	  the	  user	  why	  par4cular	  results	  
have	  been	  returned,	  ideally	  by	  
providing	  a	  descrip4on	  of	  the	  result	  
(as	  has	  been	  done	  here)	  and	  
highligh4ng	  the	  search	  term	  within	  
this.)	  



Misc	  (1)	  

Stalling	  progress	  wheel	  (X)	  

On	  some	  occasions	  the	  'progress	  wheel'	  froze	  during	  an	  
opera4on,	  leaving	  the	  user	  unclear	  as	  to	  whether	  or	  not	  
the	  opera4on	  had	  failed	  or	  was	  s4ll	  in	  progress.	  
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Post-‐test	  interview	  (1)	  

What	  did	  you	  like	  most	  about	  U-‐Haul’s	  website?	  

  It	  was	  preLy	  easy	  to	  use	  (U1)	  
  The	  top	  menu	  bar	  made	  it	  extremely	  easy	  to	  navigate	  to	  the	  type	  of	  rental	  that	  

you	  want	  and	  the	  loca4on	  search	  made	  it	  easy	  to	  find	  the	  nearest	  loca4on.	  I	  also	  
liked	  the	  speed	  of	  the	  website.	  (U2)	  

  When	  I	  clicked	  on	  a	  link,	  I	  had	  an	  expecta4on	  of	  what	  I	  would	  see	  on	  the	  next	  
page.	  U-‐Haul's	  website	  delivered	  what	  I	  expected	  to	  see,	  so	  it	  made	  naviga4on	  of	  
the	  site	  extremely	  easy.	  Also,	  when	  asked	  to	  do	  another	  task,	  each	  link	  was	  where	  
I	  expected	  to	  find	  it.	  I	  didn’t	  have	  to	  search	  for	  anything.	  There	  was	  something	  fun	  
about	  going	  through	  the	  different	  steps	  to	  complete	  each	  task.	  I	  found	  the	  site	  
very	  enjoyable.	  (U3)	  

  I	  most	  liked	  that	  the	  site	  was	  easy	  to	  navigate	  and	  finding	  what	  I	  was	  looking	  for	  
was	  almost	  always	  quick	  and	  straight	  forward.	  I	  liked	  that	  I	  was	  walked	  step	  by	  
step	  through	  the	  process	  of	  ren4ng	  a	  truck	  and	  choosing	  all	  of	  the	  extra	  op4ons.	  I	  
liked	  that	  there	  were	  maps	  of	  U-‐Haul	  loca4ons	  as	  well	  as	  photos	  and	  driving	  
direc4ons.	  I	  liked	  all	  of	  the	  extras	  I	  was	  offered	  links	  to	  such	  as	  help	  moving	  and	  
storage	  units.	  (U4)	  

  I	  liked	  the	  homepage	  set	  up	  and	  design.	  I	  felt	  like	  it	  was	  very	  easy	  to	  start	  looking	  
for	  prices	  and	  informa4on.	  (U5)	  

	  
	  



Post-‐test	  interview	  (2)	  

What	  is	  most	  in	  need	  of	  improvement?	  

  Finding	  out	  if	  I'm	  liable	  if	  my	  truck	  gets	  vandalized.	  (U1)	  
  The	  FAQS	  need	  to	  be	  on	  top	  of	  each	  page,	  not	  in	  very	  small	  print	  on	  the	  boLom	  of	  

the	  page.	  When	  going	  through	  the	  checkout	  process	  and	  adding	  supplies/boxes	  I	  
should	  not	  have	  to	  delete	  items	  that	  I	  did	  not	  select	  as	  was	  the	  case	  when	  I	  
wanted	  boxes.	  It	  appears	  that	  your	  site	  automa4cally	  includes	  some	  supplies.	  (U2)	  

  I	  would	  have	  appreciated	  exact	  mileage	  from	  the	  zipcode	  or	  exact	  address	  I	  
entered	  to	  each	  pick-‐up	  or	  drop-‐off	  loca4on.	  Having	  a	  liLle	  more	  clarity	  on	  what	  
will	  fit	  in	  each	  truck	  would	  be	  helpful.	  Instead	  of	  simply	  saying,	  fits	  1-‐2	  bedroom	  
apartment,	  if	  it	  could	  show	  me	  a	  photo,	  drawing,	  or	  descrip4on	  of	  all	  of	  the	  items	  
that	  would	  be	  expected	  from	  a	  1-‐2	  apartment	  that	  would	  fit	  in	  each	  size	  truck.	  
(U4)	  

  I	  think	  the	  one	  thing	  that	  would	  have	  helped	  me	  the	  most	  was	  a	  numbered/steps	  
sec4on	  that	  told	  me	  what	  was	  happening	  during	  the	  reserva4on	  process.	  e.g.	  1.	  
Look	  for	  trucks/rates.	  2.	  Cover	  Your	  Rental	  3.	  Order	  Supplies	  4.	  Find	  Storage	  5.	  
Review	  6.	  Confirm.	  This	  would	  have	  given	  me	  more	  confidence	  in	  understanding	  
that	  I	  was	  moving	  through	  the	  process	  appropriately	  and	  that	  I	  would	  have	  
opportuni4es	  to	  make	  important	  selec4ons	  in	  the	  process.	  (U5)	  



Post-‐test	  interview	  (3)	  

What	  is	  most	  in	  need	  of	  improvement?	  

  I	  ran	  into	  a	  bit	  of	  a	  problem	  in	  the	  storage	  sec4on	  (I	  believe	  it	  was	  Task	  #3).	  The	  page	  
seems	  to	  freeze,	  and	  you	  can	  see	  in	  the	  video	  how	  I	  tried	  to	  work	  around	  the	  situa4on	  
two	  or	  three	  4mes.	  It	  finally	  worked,	  but	  I'm	  not	  sure	  what	  caused	  the	  site	  to	  hang	  up	  
at	  that	  point.	  I'd	  like	  to	  see	  an	  icon	  on	  each	  page	  that	  indicates	  the	  page	  is	  loading.	  It	  
was	  on	  some,	  but	  not	  all	  pages.	  There	  were	  a	  few	  4mes	  that	  I	  wasn't	  sure	  if	  my	  click	  
had	  "gone	  through"	  or	  if	  I	  needed	  to	  click	  a	  link	  or	  buLon	  again.	  I'd	  love	  to	  see	  a	  
calculator	  in	  the	  storage	  sec4on	  where	  I	  could	  enter	  the	  size	  and	  number	  of	  boxes	  I	  
need	  to	  store	  and	  it	  would	  generate	  a	  suggested	  size	  of	  storage	  compartment.	  Even	  
though	  the	  square	  footage	  of	  each	  unit	  is	  listed,	  I'm	  terrible	  with	  math	  and	  had	  to	  guess	  
at	  the	  size	  I	  needed.	  It	  would	  be	  helpful	  to	  have	  this	  in	  the	  truck	  rental	  sec4on,	  too.	  (If	  it	  
is	  there,	  I	  didn't	  no4ce	  it....)	  	  Also,	  on	  the	  page	  where	  I	  was	  ordering	  boxes,	  there	  were	  
pre-‐populated	  numbers	  for	  accessories	  that	  I	  didn't	  need.	  I'd	  like	  to	  see	  those	  boxes	  leU	  
blank	  so	  the	  user	  can	  fill	  in	  what	  they	  need.	  -‐	  I	  had	  to	  go	  back	  and	  edit	  my	  cart	  to	  
remove	  a	  furniture	  dolly	  that	  I	  didn't	  need.	  First,	  I	  looked	  for	  an	  edit	  buLon	  on	  the	  
shopping	  cart,	  but	  didn't	  find	  one.	  I	  finally	  figured	  out	  that	  if	  I	  clicked	  on	  the	  link	  for	  the	  
accessories,	  it	  would	  take	  me	  to	  the	  page	  and	  I	  could	  change	  the	  number	  there...but	  if	  
someone	  didn't	  try	  clicking	  on	  that	  link,	  they	  might	  close	  out	  their	  order	  and	  leave	  the	  
site.	  (You	  can	  see	  in	  the	  video	  where	  I	  aLempted	  to	  find	  an	  "edit	  cart"	  buLon.)	  (U3)	  
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Summary	  of	  findings	  

  The	  site	  was	  generally	  well-‐received	  and	  users	  found	  the	  journeys	  to	  be	  intui4ve	  
and	  usable.	  

  There	  is	  inconsistency	  in	  the	  way	  some	  informa4on	  is	  displayed	  throughout	  the	  site,	  
for	  example;	  contact	  details,	  dealer	  ra4ngs	  and	  some	  terminology.	  

  Some	  of	  the	  rates	  caused	  confusion,	  as	  it	  was	  not	  always	  clear	  what	  was	  included	  
and	  what	  was	  not.	  	  Some	  rates	  were	  also	  not	  shown,	  causing	  further	  confusion.	  

  The	  site	  impaired	  the	  user’s	  ability	  to	  move	  back	  through	  the	  journey	  at	  various	  
places,	  e.g.	  returning	  to	  a	  results	  list	  from	  a	  lis4ng	  detail	  page,	  or	  returning	  to	  the	  
rental	  process	  from	  a	  contextual	  FAQ	  page.	  

  At	  various	  places	  in	  the	  rental	  process,	  addi4onal	  op4ons	  were	  offered	  to	  the	  user,	  
e.g.	  supplies	  and	  tools.	  	  Although	  this	  was	  welcomes,	  the	  benefit	  was	  diminished	  by	  
the	  fact	  that	  many	  of	  the	  op4ons	  were	  pre-‐selected	  and	  oUen	  got	  accidentally	  
added	  to	  the	  shopping	  cart.	  



Next	  Steps	  

  Address	  the	  issues	  in	  priority	  order	  star4ng	  with	  the	  High	  (A)	  and	  Medium	  (B)	  
Severity	  issues,	  then	  as	  many	  of	  the	  Low	  (C)	  severity	  issues	  as	  4me	  and	  resource	  
allow.	  

  Once	  fixed,	  the	  revised	  applica4on	  should	  be	  evaluated	  again,	  either	  by	  direct	  
tes4ng	  or,	  at	  minimum,	  a	  short	  expert	  evalua4on,	  to	  ensure	  changes	  have	  been	  
implemented,	  issues	  removed	  and	  no	  new	  issues	  have	  been	  introduced.	  

  Future	  development	  should	  follow	  an	  iteraAve	  user	  centred	  design	  approach	  to	  
eliminate	  usability	  and	  accessibility	  issues	  cost-‐effec4vely	  during	  development	  
and	  ensure	  the	  user	  experience	  of	  the	  finished	  service	  will	  help	  to	  iden4fy	  this	  
site	  as	  a	  quality	  service	  from	  a	  trusted	  brand.	  


