Information Architecture and Navigation Case Study

L7 AN

ROCKALTO.COM

Christopher A. Bell
The Art Institute of Philadelphia



Overview

In order to effectively consider redesigning tne rockauto.com homepage navigation,
the structure and information architecture needs to be examined. First impressions are, the
site is designed for automotive professionals and those that are conscientious of the details of
the parameters of the items they are searching for.

The visual design is minimalistic and direct with the product makes, presented
prominently to the user. The current navigation resides in a sidebar located on the left side of
the page. Overall, the site is functional and effective with consistent page locations displayed
prominently in the header. Links are clearly identified via color adjustments and an underlined
presentation. There are no drop down menus only expandable headings consistent with the
manner in which users in a mechanical field or users searching for a specific entry point

scope items navigate a database. A search bar is available for direct search capabilities.

Approach: Assessing the navigation is a natural design progression after addressing the
information architecture. The following tools and methods will be utilized to ensure the site

organization is properly aligned with the users expectations. Initially, observation and

conversation provides insight into how the site is utilized. A heuristic evaluation or cognitive

walk-through will aid in initially identifying if a user “knows” where things are and “how” to do

things. From these observations, open and closed card sorting will aid in identifying the

appropriate labels to use for navigation. Tree testing is the next logical test to utilize in order
to effectively refine the results gleaned from the the initial card sort exercise. This test will not
only measure how effectively users are able to locate items in the navigation, it will also
identify any design flaws that still exist after initial card sorting.

In order to maximize the aforementioned methods, it is important to iterate through the
tests in an effort to refine the effectiveness of the navigation. On the foundation of a solid
information architecture any visually designed enhancements will reinforce the usability of the

overall design.
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Test Plan

PRODUCT UNDER TEST

Rockauto.com; a parts website that offers automotive, motorcycle, marine and universal
products.
GOAL.: Liberate information hidden behind the store counter.

BUSINESS CASE

Redesign homepage navigation and data presentation.
BENEFITS: Improved information organization and enhanced usability.

RISKS: Diminished findability resulting in a reduction of revenue.

TEST OBJECTIVES

GOALS
1. ldentify labels for top level organization/navigation.

2. Measure findability of site content.

QUESTIONS

1. How does the current/proposed site structure/design impact findability where
usability is the focus?

2. Do people understand how to locate and purchase mechanical parts on the
site?

3. How long does it take users to identify, locate and complete the purchasing

process?

PARTICIPANTS

e 5to 7 participants recruited via email questionnaire



e Ideal participants have solicited general mechanical resources in the past 6 months

e mix of men and women, mechanical professionals and consumers

EQUIPMENT

e Computer with internet access.
e Optimal Workshop card sort and tree test tools.
e Paper prototype.

The Optimal Workshop application will log and measure usability issues on task.

TEST TASKS

1. List the categories you expect to find on an automotive parts website.

2. Group the following “scenarios” under the categories listed.



Heuristic Walkthrough

Introduction

A usability review of Rockauto.com was performed as a precursor to redesigning the sites
navigation. Rockauto.com is a website that caters to users that want to find low cost solutions
for high quality automotive and mechanical parts. The site provides a resource section which
accommodates vendors of all kinds, making them accessible to site visitors. The review
identified potential usability issues with the website focusing on the overall structure and

information on the site.

This document provides a description of the evaluation methodology, an overview of the
findings, and recommendations for future action. It should be emphasized that the findings of
this evaluation do not represent a comprehensive set of usability problems for every page in
the site. Rather, it identifies the most critical usability issues and highlights examples of

problems that should be addressed throughout the site.

The Heuristic Evaluation Method

The heuristic evaluation is a well-known, standard technique used to identify potential
usability problems in an interactive system or user interface. The method involves having a
small group of evaluators in user interface design examine an interface for compliance with

recognized usability principles.

The following standard principles of user interface design were used to evaluate the usability

of the site [Nielsen]:

Visibility of System Status
The system should always keep users informed about what is going on, through appropriate

feedback within reasonable time.



Match Between System and the Real World
The system should speak the users’ language, with words, phrases and concepts familiar to
the user, rather than system-oriented terms. Follow real-world conventions, making

information appear in a natural and logical order.

User Control and Freedom
Users often choose system functions by mistake and will need a clearly marked “emergency
exit” to leave the unwanted state without having to go through an extended dialogue. Support

undo and redo capability.

Consistency and Standards
Users should not have to wonder whether different words, situations or actions mean the

same thing. Follow platform conventions.

Error Prevention
Even better than good error messages is a careful design that prevents a problem from

occurring in the first place.

Recognition Rather than Recall
Make objects, action and options visible. The user should not have to remember information
from one part of the dialogue to another. Instructions for use of the system should be visible

or easily retrievable whenever appropriate.

Flexibility and Efficiency of User
Accelerators — unseen by the novice user — may often speed up the interaction for the expert
user such that the system can cater to both inexperienced and experienced users. Allow

users to tailor frequent actions.

Aesthetic and Minimalist Design
Dialogues should not contain information that is irrelevant or rarely needed. Every extra unit of
information in a dialogue competes with the relevant units of information and diminishes their

relative visibility.



Help Users Recognize, Diagnose and Recover from Errors
Express error messages in plain language (no codes), precisely indicate the problem, and

constructively suggest a solution.

Help and Documentation
Even though it is better if the system can be used without any documentation, it may be
necessary to provide help and documentation. Any information should be easy to search,

focused on the user’s task, list concrete steps to be carried out, and not be too large.

The evaluation was conducted from the perspective of a target user, in this case someone

who is actively planning a party or event.
Note that while a heuristic usability evaluation is an efficient means of identifying and
prioritizing potential usability problems, it does not replace the need for usability testing with

representatives of the target audience. These are complementary techniques best used in

conjunction with each other.

Findings

Navigation and Task Flow

The main navigation of the website rests on the left panel of the home page only (fig 1).
Although its presence is prominent it appears as a secondary means of navigation. There is
a second navigation which is situated “center stage (fig 1).” This navigation is for the parts
catalogue which is the mainstay of the website. This secondary navigation presents options
synonymous with a parts catalogue. There is a menu above the parts search area to change
the currency display (fig 1). The main search bar provides multiple filtering options (fig 1).
The site offers groupings based vehicle manufacturer and expand to narrow choices (fig 1).
Visual feedback occurs when the user maneuvers throughout the page. The main banner
houses the company logo (fig 1), page title (fig 1) and an obscure link to promotions (fig 1).
Despite the prominence of headings and links the content presents in a cluttered manner

leaving the user overwhelmed.



Navigation to internal pages reveals the page title in the main banner (fig 2) while a
“breadcrumb” trail is visible while navigating the catalogue (fig 2); both notifying the user
about their current location within the site. As the user navigates to new pages, they are
opened in a new window creating excessive browsing tabs (fig 2). The main site navigation

does not follow the user from page to page (fig 3).

Utilizing the top-most search box provides the user with a filtering feature which narrows the
expansive listing of automotive vendors (fig 1). There is a repair index comparison tool which
although helpful is not prominently displayed (figs 1, 2). The navigation headings are subtle
and bulleted lists simulate drop down menus (fig 1). Feedback is immediately provided at the
top of the page reflecting the users location (figs 1, 2). Although the repair index provides an
excellent tool for maintenance comparisons, the design is very experiential in its presentation
(figs 4). Users are able to easily sift through manufacturers because of the prominently

featured alphabetical listing (figs 1).

Screen Layout and Data Presentation

The site maintains a consistent design layout throughout all the pages. Despite the sites
cluttered appearance effort has been made to ensure the information hierarchy is visible
through consistent headings ensuring ease of understanding (figs 1, 2). The two column
layout makes content easy to scan. There is an adequate usage of white space providing
breathing room on the pages. Subsequent pages are cluttered and are difficult to scan due to

the extensive bulleted lists (fig 5).

There does not appear to be any dedicated help menu as the site is designed to provide

specific information and resources in an effort to facilitate expedited part purchase.

Color, Typography and Graphics

Aesthetic treatment is dull and boring although it is consistent throughout. Font styles and
sizes seem appropriate for headings but menus become more difficult to decipher and the
body copy less easy to read. There are no icons and content is presented primarily in list

format (fig 5).



User Guidance

Feedback is provided throughout the process of making selections. Specifically the language
and price selector displays user specific input feedback (fig 1). Instructions are built into the
checkout form (fig 6). There is an option to create an account (fig 1) which facilitates the
users ability to customize search lists. Tooltips are included providing amplifying information

as needed.

Recommendations and Next Steps

The website attempts to streamline the process associated with automotive and mechanical
parts searching. The structure is such that all elements for a vehicle are accounted for and
additional recommendations are provided. A user needs to have moderate automotive
knowledge to effectively utilize the site. The site is composed of two disconnected websites;
a parts catalogue and an automotive information resource. An effort must be made to

connect these two entities in a more effective manner.

The following steps should be taken to address the most significant usability issues:
e Maintain the presence of the sites navigation on internal pages.

e Combine site and catalogue navigation.

Other recommendations to improve usability include:
e Increase body copy font size to improve scanability.
e Incorporate icons to increase recognition and recall.
e Consider color adjustments to account for potential contrast issues.
e Prominent “call to action.”
e Add interactive promotions.

e Redesign layout incorporating current design trends. (fig 14)

The heuristic evaluation used here is a quick and inexpensive method of identifying problems
that may contribute to users’ inability or unwillingness to a use rockauto.com to their
satisfaction. Although the heuristic usability evaluation is an efficient method, it is not
intended to replace actual user testing. It is recommended that once the most critical issues

raised in this report have been addressed, representative users participate in a testing



session employing fixed task scenarios and an exploratory browsing period. Such testing will

likely help reveal other usability issues.



Card sort findings

Objective
The card sort was conducted to test the information architecture on rockauto.com. The study
sought to uncover how automotive professionals and consumers from various backgrounds

and roles expected to see content organized on a website where usability is the focus.

Method

The card sort was completed using Optimal Sort from the Optimal Workshop website. As an
unmoderated closed card sort, participants organized 14 phrases into four categories that
they believed fit most naturally. The participants were permitted to create and name their own
categories, as well as an opportunity to provide feedback on cards they felt did not fit.
Participants were required to sort all the cards which were also randomized for each

participant.

Participants
The target test group were males and females who periodically purchase automotive parts

and expressed a willingness to attempt various kinds of automotive repairs.

The total number of individuals who attempted and completed the card sort was 7. None of

the participants abandoned the sort. The following results cover the 7 participants who

completed the sort.
Frequency Willingness

b

L

female 2 20-29 1 occasionly 3 oil change 4

B male = = 30-39 2 B monthly 3 B rotate tires 4
m 40-49 2 H daily 1 B replace wipers 7

m 50-59 1 B replace brakes 3

H 60-69 1 B change lights 5

B tune up 3



Findings

The sort provided two data types; qualitative and quantitative. The qualitative data was
derived from the pre/post survey questions This information helped to validate the survey
participants as they related to the target demographic. The card sorts results matrix (fig 7)
and popular placement matrix (fig 8) provided the quantitative and the measurable

information to drive redesign decisions.

Initial observations are as follows; 100% of the survey takers express a likelihood to purchase
automotive parts; with 42.9% reporting “a few times a month.” These survey takers also
revealed that they would all attempt the listed automotive repairs. The willingness to attempt
the repairs rate decreased as the difficulty of task increased: changing windshield wipers
100%, change headlights 71.4%, oil change and tire rotation 57.1%, tune up and replace
brakes 42.9%. There was no significant deviation between how the men and women sorted

the cards.

The data does not suggest any instances “racers” or “outliers” as the median time of 1.8
minutes is within the standard deviation. Further examination does not reveal any bias based
on age or automotive experience. This lack of significant variance substantiates the pool of

survey takers as an effective group for examination.

The Results Matrix (fig 7) reveals how the participants sorted each card and the frequency of
placement. Darker/higher numbers signify a stronger relationship between the card and the
category. There were eight unanimous selections spread between each category. Shopping
had the greatest number of unanimous selections with 5. Based on the findings, the
Company Info, Resources and the Shopping categories appeared to act as a
“fallback’category capturing cards from other categories. The Company Info and Resources
categories also appeared to be used in a table of contents type fashion. A point of interest
lies in the Shopping category as it was the most frequently utilized destination. The data
suggests a phraseology issue or ambiguity in the Resources label heading, but this may be
attributable to an overlap of subject matter in the sites content; specifically identifiable with the
strong correlation between cards sorted under the Company Info, Resources and the

Shopping labels.



The data supports potential findability issues because of similarities in content relevance as it
relates to heading names diminishing distinguishability. Focusing on the Popular Placement
Matrix (fig 8) provides additional insight into how the participants understood and interpreted
the cards. The frequency of placement and the chosen categories provide a strong case for
links and pathways across categories. It is clear that the Shopping category was the most
recognizable label. The periodic placement of cards in the other categories suggest the need
for sub-headings. Because of the problems of distinguishability between Company Info,
Resources and the Shopping labels, the Resources label may need to be changed to a

clearer identifier.

Moving forward

The sort revealed a few crucial redesign discoveries; the current information architecture
creates “backtracking” navigation to arrive at desired tasks diminishing usability (fig 9). The
Resources heading needs to be addressed. Shopping needs to be prominent in the users
experience. The Company Info and Resources categories appeared to be problematic and
was used like a table of contents. Consideration must be paid to the presentation of the
“‘Company Info” and “Resources” content. A complete overhaul is necessary to prevent its
glossary like utilization. The inclusion of an expanded persistent navigation panel will ensure

users arrive at their desired destination in an on demand fashion.

Although the results provide useful data, more participant involvement and additional testing
(Tree Testing) will better assess the sites structure specifically navigation and quantify
redesign decisions. The overall information architecture is sound but the navigation requires
an overhaul. The data as presented tested soundly providing insight on required adjustments,

specifically to the category headings and firmer pathways between pages.
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® 0 .I 4% RockAuto Parts Catalog % | /& RockAuto Current Promot: X | K

=~ = C' [ www.rockauto.com/lang/en/promo.htm o
Promotions
RockAuto Decal &
Rebates
Show Prices In|_US Dollars ($) Update Log In or Create Account (Optional)
Ll P;;.‘,%L’gffoi?b':;mso" Welcome! This is our traditional HTML catalog. Please click here for our Interactive Catalog with more cool features! + Add parts to the ] Cat (1)
Power Window Molor cart and then enter your country and postal code to see shipping costs. + Everything is in stock unless marked "Non-stock."
Parts Store Part Brand Price
RockAuto Dorman 68.79 .
AutoZone Dorman 6.9 ||| EESMETISY OO ) Apply Fitter
NAPA NAPA 11.60
C'Reilly Dorman 112.99 | | All Vehicles > Tools & Universal Parts > BockAuto Apparel & Gifts > BockAuto Gift > RockAuto Decal J
Advance Dorman 121.89
(Regular Prices as of 10/16/2014) ools & Universal Farts | HOCKAUtO Apparel & ITtS . HOCKAUtO . HOCKAuto Deca Price Add to Cart
S ROCKAUTO Part # BUMPERDECAL2 More Info 11.5" x 3.75" Bumper Sticker (Ultra Blue on White) $0.99  Add Part
+ Fao @
. % " ROCKAUTO Part # WINDOWDECAL More Info 5.5 x 2" Static Cling Window Decal (White on Clear Vinyl) $0.99 | Add Part
. ift rificates
* Order Status & Returns
e ROCKAUTO Part # BUMPERDECAL Mare lnfo 7.5 x 2.5" Bumper Sticker (Ulra Blue on White) @ $0.99  Add Part
+ Espafol
» Deuisch
- Frencals ROCKAUTO Part # DECALCOMBO3 More Info Bumper Sticker (11.5" x 3.75") & Bumper Sticker (7.5" x 2.5") & $1.50  Add Part
Company Info | A |
+ Newsieter (55
« AboutUs ROCKAUTO Part # DECALCOMBO2 More Info Bumper Sticker (11.5" x 3.75") & Window Decal (5.5" x 2°) @ $1.50  Add Part
* Careers
Resources
ROCKAUTO Part # DECALCOMBO More Info Bumper Sticker (7.5" x 2.5") & Window Decal (5.5" x 2°) $1.50  Add Part
* Warranties

* Cwner Clubs & Links
* Repair Index

Paint fo Verity ™

Traditional HTML Catals

Mobile Site

RockAuto.co.uk

© 1999-2014 RockAuto, LLC - Madison, Wisconsin USA. RockAuto name, logo and ALL THE PARTS YOUR CAR WILL EVER NEED are registered trademarks of LLC. Manufacturer names and logos in the RockAuto catalog are
trademarks of their respective companies and are used only fo identify their products. All rights reserved.
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ROCKALUTO.COM

ALL THE PARTS YOUR CAR WILL EVER NEED

History:

RockAuto, LLC was founded in Madison, Wisconsin in 1999 by the Taylor family. Their engineering background, passion for old cars, and desire o liberate information hidden behind the auto
parts store counter led the Taylors to start RockAuto. Over the years, the company and its selection of parts have steadily grown. Millions of parts orders have been successfully delivered to
RockAUto customers.

Company Today:

RockAuto ships thousands of auto parts from over 300 manufacturers to customers on every continent except Antarctica-including APO/FPO addresses. The RockAuto catalog is updated daily
with mechanical parts like brake pads and shock absorbers, body parts like bumpers and mirrors, interior trim like door handles and carpets, and major assemblies like steering gears, CV axles,
engine long blocks, and complete transmissions. There are no mechanics on staff (RockAuto is a store, not a repair shop) but service manuals are available to help customers learn how to
perform a repair. The RockAuto catalog is expanding constantly. Someday, it may be possible to build an entire car using parts from RockAuto!

Customer Service:
Exceptional customer service through leading edge technology is a top priority at RockAuto. Business hours and contact information appear below. Responsiveness to customers is recognized:
RockAuto.com consistently earns top scores in third party customer service surveys.

RockAuto has been hailed as one of the top 10 companies for best
practices by the Online Trust Alliance! Read the USA Today article here.

USAT Y wEws sromts LR MONEY | TECH | TRAVIL  OPINION

TAGS

OTA analysts reviewed the privacy policies, web

Raiph Lauren pages and e-mail associated with companies listed
United States government on the Intemet Retailer 500, as well as the Federal
Z“"""’D’mm“ Insurance Deposit Insurance Corporation Top 100 banks. Also

reviewed were the top 50 social networking and U.S.
federal government sites.

Twitter and American Greetings are considered models for voluntary best practices,

I and self- Others who made the OTA honor rolt

| Amazon, Big Fish Games, Bike Bandit, Books-A-Million, iHerb, JackThreads, Levenger
Co., LivingSocial, Netflix, Ralph Lauren and Rock Auto.

Video courtesy of PowerBlockTV.com

L

View our privacy policy
Request a Dun & Bradstreet report on RockAuto, LLC

Click for Review
BBB Rating A+

Contact Information:
RockAuto, LLC

6418 Normandy Lane
Madison, Wi 53719

NOTE: Our operations are highly automated, parts are stocked in multiple locations, and all orders are shipped to customers via common carrier. It is not possible to pick up parts in person. If
you need to return something, please see Instructions for Returns and Cores.

To pay by mail, please enter your order online with "Check or Money Order” as the Payment and write the order number on your check (so we know which order to process when we receive
your payment).

For help with online ordering, please visit our FAQ page.
To check order status, arrange a return, cancel an order or report a problem with an order, please use our Order Status & Returns page.

For something else, here's how to reach us:
Email: service@rockauto.com

Phone: 1-608-661-1376

Fax: 1-608-819-6350

Toll-Free (North America): 1-866-ROCKAUTO

Office Hours (U.S. Central Time)
Monday - Thursday 6 a.m. to 10 p.m.
Friday 6 a.m. to 9 p.m.

Saturday 7 a.m. to 6 p.m.

Sunday 8 a.m.to 4 p.m.

& 1899-2014 RockAuto, LLC - Madison, Wisconsin USA. RockAuto name, logo and ALL THE PARTS YOUR CAR WILL EVER NEED are registered trademarks of RockAuto, LLC. Manufacturer names and logos in the RockAuto catalog are
trademaris of their respective companies and are used only fo identify their products. All rights reserved.
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RockAuto Repair Index Whats this €3 .
o PR wotasoon
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[ HYUNDAI [ HYUNDAI
-3 INFINITI [ INFINITI
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Product Lines & Manufacturer Links

ROCKALUTO.COM

Company names below link to general information on manufacturer web sites. Please use our online catalog to find and order parts for your specific vehicle

A-1 CARDONE Caliper, Power Steering Pump, Rack and Pinion Complete Unit, Caliper Bracket, Power Brake Booster [See what we have from A-1 CARDONE]
A-1 CLUTCH COMPANY Clutch Alignment Tool [See what we have from A-1 CLUTCH COMPANY]

AAE Rack and Pinion Complete Unit, Power Steering Pump [See what we have from AAE]

ACC Carpet, Floor Mat, Sound Dampening Material, Trunk Floor Covering, Floor Mat Logo [See what we have from ACC] N
ACCUMOST Temperature Gauge, Fuel Level Gauge, Oil Pressure Gauge [See what we have from ACCUMOST]

ACDELCO Spark Plug, Wiper Blade, Oil Filter, Brake Pad, Radiator Upper Hose [See what we have from ACDEL CO]

AACI Blower Motor, Power Window Motor [See what we have from ACI]

ACME AUTO Convertible Top, Headliner, Convertible Top Curtain / Window, Seat Upholstery, Convertible Top Kit [See what we have from ACME AUTQ]
ADVICS Brake Pad, Master Cylinder [See what we have from ADVICS]

AE Exhaust Valve, Belt, Intake Valve, Valve Lifter, Rocker Arm [See what we have from AE]

AIMCO Rotor, Brake Pad, Drum, Wheel Cylinder, Brake Shoe [See what we have from AIMCO]

AIRTEX Fuel Pump, Water Pump, Fuel Pump Strainer, Timing Belt Component Kit, Fuel Pump Tank Seal

AIRTEX / WELLS Distributor Cap, Temperature Sender / Sensor, Distributor Rotor, Ignition Coil, Blower Motor Control Module / Resistor
AISIN Timing Belt Component Kit, Water Pump, Clutch Slave Cylinder, Oil Pump, Clutch Master Cylinder [See what we have from AISIN]
AKEBONO Brake Pad [See what we have from AKEBONO)

ALBANY Brake Pad [See what we have from ALBANY]

ALLIANCE Torque Converter [See what we have from ALLIANCE]

AMERICAN COMPONENTS Wheel Seal, Alternator / Generator Drive End Bearing, Clutch Pilot Bearing, Differential Bearing, Fluid Pump Seal [See what we have from AMERICAN

D I R R

COMPONENTS]
AMERICAN REMANUFACTURERS INC. Whee! Cylinder, Hydraulic Hose, Drum Brake Hardware Kit, Clutch Slave Cylinder, Clutch Master Cylinder [See what we have from

.

AMERICAN REMANUFACTURERS INC]
AMS AUTOMOTIVE Lift Support, Clutch Kit, Clutch Master and Slave Cylinder Assembly, Clutch Master Cylinder, Flywheel [See what we have from AMS AUTOMOTIVE]
ANCHOR Motor Mount, Transmission Mount, Torque Strut Mount, Transmission Mount, Torque Strut Bracket [See what we have from ANCHOR]

Rockauto.com
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< Continue Shopping Ci T PayPall

Returning Customers (Optional)

If you have ordered from us before, you may enter your Email Address and either your past Order Number or your Zip/Postal Code, then click
"Remember Me" to fill in your address information automatically.

Email Address Order Number  Zip/Postal Code
and eitner o
Billing Address Shipping Address

Please enter the address your bank has on file Check Here if Same as Billing Address
Name Name
Address Address

City State City State
Zip/Postal Code Zip/Postal Code

Country United States B Country | United States B
Phone Phone
Email ﬂ Email
Part Price Quantity Total

== 1935 AMERICAN AUSTIN AMERICAN AUSTIN
Brake/Wheel Hub : Wheel Bearing

NATIONAL # 05185
Front Outer $5.85 ! $5.65
Subtotal $5.95

Shipping: Please Fill in Postal Code to Calculate Sales Tax & Shipping e:UaVE R[]

Please allow one business day for our warehouse to process your order, plus transit time for selected shipping method, plus any delay shown above for
non-stock items or outlying warehouses, before expecting your order to arrive. "Receive by" dates are best estimates considering these factors but are not
guaranteed.

Total §5.95

How Did You Hear About Us?

Payment Please Select Payment Method [ § 5.95 Split Payment? | [
Card # P
Exp. Month 4 | Exp. Year + | Security Code 7]

All sales subject to our Beturn and Warranty policies
€ Continue Shopping > Place Order

Rockauto.com
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The results matrix shows the number of times that each card was sorted into the corresponding category.

Are you rated by the Better Business Bureau
Do you carry parts for other than automobiles
Do you ship overseas

| want to read customer reviews

I would like to join a car club

| would like to work at rock auto

Id like to surprise my husband with some new headlights
Is there a warehouse | can pick up my parts at
My mechanic only reads spanish

What are your warranty policies

What is the return policy

What is the return/refund policy

What makes and models do you carry

Where are you located

Company Info

—

Resources

2

Language shopping

Results Matrix

fig (7)
Company Info Language Resources shopping
Where are you located
| would like to work at rock auto 1485
| want 10 read customer reviews 299,
Are you rated by the Better Business Bureau 29e;

My mechanic only reads spanish
I would like to join a car club

Is there a warehouse | can pick up my parts at

What is the return policy

Do you carry parts for other than automobiles

Do you ship overseas

What is the return/refund policy

Id like to surprise my husband with some new headlights

What makes and models do you carry

What are your warranty policies

Popular Placement Matrix
fig (8)




Rockauto.com information architecture
fig (9)

Diagram represents the overall structure of the site. The catalogue has an entirely separate
information architecture indicated by the catalogue navigation in figs (1) (10).
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FIND A PART SELECT A VEHICLE FILTER BY COUNTRY
# keyword, phrase or part# m g | ABRATH . @ | US MARKET .
PARTS AUTOMOTIVE MOTORCYCLE MARINE TOOLS ACCESSORIES

Are You Winter Ready?

Get through Winter Safely & Rehably

GET UPTO $70 OFF!
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MICRO-V* COMPONENT KIT

S5

Largest Supplier of Top Quality Automotive Parts

WAGNER 3M Ruykts RU 2D

Sitelock
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Price Comparison  Gift Certificates About Us Careers Manufacturers

Policies Order Status Contact
Returns Customer Reviews FAQ Clubs & Links Rockaute UK
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| ABOUT | CAREERS | SHIPPING POLICY TERMS & CONDITIONS | SITEMAP

Shipping
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FIND A PART SELECT A VEHICLE FILTER BY COUNTRY

# keyword, phrase or parti# m Q | ABRATH . @ | US MARKET .

MOTORCYCLE MARINE TOOLS ACCESSORIES

Tools & Equipment Catelogue Brake Tools & Equipment Liting Equipment Safety Products
AJC Tools & Equipment Cooling System Tools Lube Tools Storage
Abrasives Diagnostic Tools Parts Washers Vacuum Cleaners

Education Products Power Tools Welders

Hand, Service & Body Tools Pullers Wheel Alignment Tools

Wheel Balance & Tire Mounting
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FIND A PART SELECT A VEHICLE FILTER BY COUNTRY
# keyword, phrase or part+ [ESRUSTE g BMW @ US MARKET [ v ]
PARTS AUTOMOTIVE MOTORCYGLE MARINE TOOLS ACCESSORIES

20% OFF Online Orders Over $100° Enter Code HOLIDAY20 in Cart. [l o S
m Sort By: | Products A-Z Search: eyword, phrase or part#

Air Canditioning Parts & Supplies ; | EN } 2,0L L4 Turbocharged ’

Air Conditioning Systems
Drivetrain
Electrical Systems

Heating & Cooling - Eng/Trans o Enter zip code for shipping
Reiays, Sensors & Swiches price: $1225.99 and handling

Tools & Equipment Part Number: 12-2022
1P or City/Stale [ co |
Truck Products - Heavy Duty

Product Line

i

Dorman/Brake Proportioning Valve
m i Enter zip code for shipping

Price: $31.99 and handiing
Part Number: 905-930

TEETE

Duralast/Relay - Anti-Lock Brake Modulato
2y r Enter zip code for shipping
price: $74.99 and handling

Part Number: 20816
o

ality Chain/Si Chain Tire Size
Quality now n e (il Enter zip code for shipping
Price: $79.99 and handling

Part Number: 1046P
1P or City/State

Items: 1 - 5 of B14 results | 5 items per page .

Price Comparison Gift Certificates About Us Careers Manufacturers Sitelock
Policies Order Status Contact Newsletter ‘Warranties Traditional Catelogue
Shipping Returns ‘Customer Reviews FAQ Clubs & Links Rockauto UK

p— ——t Tl

| CAREERS | SHIPPING POLICY TERMS & CONDITIONS |

Rockauto.com vehicle selection(catalogue)
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FIND A PART SELECT A VEHICLE
# keyword, phrase or part# m Q BMW
PARTS AUTOMOTIVE MOTORCYCLE MARINE

Online Cart: Pending Purchase

Items Unit Price

ABS Hydraulic Unit - Cardone Reman
Part Number: 12-2022

County

Gift Certificates
Ordar Status
Returns

EMAIL SIGNUP [SuETELGIEES

| SHIPPING POLICY

About Us
Contact

Price Comparison
Policies

Shipping Customer Reviews

(C) Copyright 2014 chDesigns. All rights resenved

Warranties

TERMS & CONDITIONS

FILTER BY COUNTRY

@ US MARKET .

TOOLS ACCESSORIES

Core Price Quantity Total

Subtotal $1225.99

|

CHECKOUT =

Manufacturers Sitelock
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Clubs & Links Rockauto UK
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|  srEMAP

Rockauto.com shopping cart
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Log in or register
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PARTS AUTOMOTIVE MOTORCYCLE MARINE TOOLS ACCESSORIES

Select a vehicle from both colums to compare

- NE N | ABRATH B s B ol

Heat & Air Conditioning
Emission
Cooling System

Brake/Wheel Hub

1992 Lexus LS400 4.0L 2004 AUDI A8 4.2L

View Part Comparison

Rockauto.com repair index (selection)
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# keyword, phrase or part# m

\

LTo.coM

FIND A PART

PARTS AUTOMOTIVE MOTORCYCLE

History

RockAuto, LLC was founded in Madison, Wisconsin in 1999 by the
Taylar family. Their engineering background, passion for old cars and
desire to liberate information hidden behind the auto parts store
counter led the Taylors to start TockAuto. Over the years, the
company and its selection of parts have steadily grown. Millions of
parts have been successfully delivered to RockAuto customers,

Company Today

RockAuto ships thousands of auto partsfrom over 300 manufacturers
to customers on ervery continent except Antacrtica including APO/FPO
addresses. The RockAuto catalog is updateddaily with mechanical
parts like brake pads, shock absorbers, body parts, major assemblies
like; steering gears, CV axles, engine long blocks and complete
transmissions. There are no mechanics on staff (Rock Auto is a store
not a repair shop) but service manuals are available o help customers
learn how to perform a repair. The RockAuto catalogue is expanding
constantly. Someday, it may be pessible to build an entire car using
parts from RockAuta!

USATODAY rows seomms WA mowy CFBCH | TRAYEL  OPIMIOM

OTA analysts reviewed the privacy policies, web
pages and e.mail associated with companies listed
on the Intemet Retailer 500, as well as the Federal

rewewed were the fop 50 social networking and LS.
federal government sites

Twitter and American Greetings are considered models for voluntary best practices,
consumer prolection and seff-regulation. Others who made the GTA honar roll:
Amazon, Big Fish Games, Bike Bandd, Books-A-Millon, 4ert, JackThreads, Levenger
Ca., LivingSocial, Netfix. Ralon Lauren and Rock Auto.

‘ Deposit Insurance Corporation Top 100 banks. Also

Price Comparison Gift Certificates About Us
Policies Order Status Contact
Shipping Returns

[Z VR Email address

SELECT A VEHICLE

= o |

Customer Reviews

FILTER BY COUNTRY
@ US MARKET .

MARINE TOOLS ACCESSORIES

Customer Service

Exceptional customer service through leading edge technology is a top
priority at RockAuto. Business hours and contact information appear
below. Responsiveness to customers is recognized. RockAuto.com
consistently earns top scores in third party customer service surveys.

Contact Information

NOTE: Our operators are highly automated, parts are stocked in
multiple locations, and all orders are shipped to customers via common
carrier. Itis not possible to pick up parts in person. If you need to
return something, please see instructions for returns and cores.

To pay by mail, please enter your order online with "Check or Maney
Order” as the payment and write the order number on your check.

For help with ordering, please visit our FAQ page.

To check order status, arrange return, cancel an order or report a
problem with an order, please use our order status and returns page.

For something else, heres how to reach us:
Email: service@rockauto.com

Phone: 1-608-661-1376

Fax: 1-608-819-6350

Toll-Free (North America) 1-866-ROCKAUTO
Office Hours (US Ceniral Time}

Manday - Thursday 6 a.m. to 10 p.m.

Friday 6 a.m. to 10 p.m.

Saturday 7 a.m. to 6 p.m.

Sunday 8am.tod p.m.

Careers Manufacturers Sitelock

Traditional Catelogue
Rockaute UK

Newslatter ‘Warranties

FAQ Clubs & Links

connect f B B &

| ABOUT | CAREERS | SHIPPING POLICY | TERMS & CONDITIONS | SITEMAP

(C) Copyright 2014 cbDesigns. All rights reserved

Rockauto.com About
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1 REGISTER OR LOGIN

FIND A PART
a keyword, phrase or part#
PARTS AUTOMOTIVE

Healthly Living

The people at RockAuto love cars, but
living in a bike-friendly city like Madison,
many choose fo make their commute on
two wheels instead of four. Qur
headguarters have plenty of bike parking
available, and even an on-premise shower
to cool off after a ride.

Gift Certificates
Order Status
Returns

Price Comparison
Policies
Shipping

SELECT A VEHICLE
= o V]

MOTORCYCLE MARINE

Inviting Atmosphere

RockAuto offers an open work environment,
with no offices and no cubicles. Teams sit
together surrounded by lots of plants and
natural light.

About Us Careers
Contact

Customer Reviews FAQ

Newsletter

ABOUT |

CAREERS

SHIPPING POLICY

{C) Copyright 2014 cbDesigns. All rights reserved

TERMS & CONDITIONS |

FILTER BY COUNTRY

@ | US MARKET

ACCESSORIES

TOOLS

-

Team Building

Keeping busy all day can really work up
an appetite, and that's why RockAuto
employees lock forward to traditions like
potluck lunches, treats on everyone's
birthday, and even catered meals for
special occasions.

Manufacturers Sitelock
Warranties

Clubs & Links

Traditional Catelogue
Rockauto UK

connect fE B &

SITEMAP

Rockauto.com Careers
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# keyword, phrase or part# “ Q v @ US MARKET .
PARTS AUTOMOTIVE MOTORCYCLE MARINE TOOLS ACCESSORIES

Why RockAuto?

Strategic and tactical impact. Our relationships with our iers, our ion with our
and our ultimate profitability as a business depend on what you do.

Strong growth, unigue business model. RockAuto has posted 10 years of double-digit sales growth.
We present products and information in ways that are relevant and compelling for online consumers
and we deliver on what our catalog promises — with quality and efficiency competitors struggle to
match. You'll play a key role in extending that leadership.

Career building.  Peaple who tend to do well at RockAuto are those who enjoy tackling challenges
with detail-oriented enthusiasm and taking on a variety of responsibilities. Working here truly is a "job of
many hats." By using our and other it your base skill level will
grow into an arsenal of supply chain, product and data-analysis knowledge. Our "promote from within®
phi and encol of i Wable ideas — by any empl ~ make working

Supply Chain Manager at RockAuto professionally and personally fulfilling.

Open, friendly environment. Everyone sits in an open space, encouraging collaboration and
teamwork. Our flat structure creates transparency and enables near-constant implementation of
employees’ creative ideas and solutions. Office outings, like the annual winter holiday party, are a great
way to connect with fellow employees. For those looking for some competition, RockAuto even has a
kickball team!

Excellent compensation — competitive wage, overtime pay for all positions, a generous allowance of
paid holidays and personal time off, and a tradition of rewarding individual results and sharing the fruits
of company success.

Employee Spotlight

Price Comparison Gift Certificates About Us Careers Manufacturers Sitelock
Policies Order Status Contact T C:
Shipping Returns Customer Reviews FAQ Clubs & Links Rockauto UK

SN Email address connect f B B &

ABOUT | CAREERS | SHIPPING POLICY TERMS & CONDITIONS | SITEMAP

(C) Copyright 2014 cbDesigns. Al rights reserved
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View functional prototype http://createbeautifuldesigns.com/chrisbell/rockauto/home.html
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