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EXECUTIVE SUMMARY

In this project, a student-team from UW-Madison assisted Schneider in analyzing its website
usability by interviewing non-competing organizations, performing a competitor analysis,
and conducting usability tests on two Schneider applications.

A questionnaire regarding usability processes and procedures was distributed to five non-
competing organizations with the intent to learn about usability standards practices external
to the transportation and logistics industry. The questionnaire was aimed at how
organizations viewed web standards and how they incorporate them into their development
process. Questions regarding the difference between standards and guidelines, how
standards are valued, and what processes are in place to ensure evolution, among others,
were asked. The answers were then compared to Schneider’s process to determine existing
differences and opportunities for improvement.

In addition to the usability questionnaire, a competitor analysis was performed on seven
organizations who Schneider considers to be direct or indirect competitors. These
organizations were divided into transportation and logistics services and were ranked
according to usability criteria that include ease of access, completeness and
comprehensibility about services, registration information, internationalization support, and
the look and feel of the website.

Finally, a usability test was conducted to determine how the usability of two of Schneider’s
web applications can be improved. The usability test was performed at Schneider National,
in Green Bay, Wisconsin and included eight customer service representatives tested in two

groups of four. Specific tasks, provided by Schneider management, were performed by the
CSRs while the UW team noted challenges in completing the tasks.

The project yielded significant insight into the usability of Schneider’s website. Schneider
can be regarded as a leader in website usability and is currently developing processes and
standards to ensure that users have a beneficial and productive user experience. Schneider
should accept the reported findings and recommendations as information that, with additional
research, can aid in maintaining their high usability status level.
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