
DESIGN CRITIQUE

UPS DIAD V: A Heuristic Evaluation
Fifth-generation Delivery Information Acquisition Device for route drivers

Overview

The DIAD V is UPS's fifth-generation handheld computer, developed with Honeywell and issued to package 
delivery and freight drivers. It replaced the DIAD IV with roughly half the size and weight, a color display, a 
faster processor, GPS, an omnidirectional imager, and an unactivated 3-megapixel camera. It is the single 
device a driver uses continuously through a shift: scanning packages, capturing signatures, navigating a stop 
list, and communicating with dispatch.

This critique evaluates the device against Nielsen's ten usability heuristics, drawing on UPS and Honeywell's 
own product announcements, trade press coverage at launch, and direct driver feedback from operational 
forums describing day-to-day use of the device in the field.

Heuristic Evaluation

Each heuristic is rated on a 0 to 4 severity scale, where 0 indicates no usability problem and 4 indicates a usability 
catastrophe.

Heuristic Severity Finding

Visibility of System Status 3

Drivers report needing to look at the board frequently while 
walking a route because on-screen text runs small, and route or 
stop status is not always distinguishable at a glance without 
stopping to read it closely.

Match Between System and Real 
World 2

The device does not support the gesture vocabulary drivers 
already know from personal smartphones. There is no 
multitouch, no pinch-to-zoom, and no swipe navigation, so a 
familiar mental model does not transfer.

User Control and Freedom 2

The physical Signature key sits close enough to adjacent 
buttons that left-handed drivers in particular report 
accidentally triggering it, with no quick undo once a signature 
capture has started.

Consistency and Standards 1

Core delivery workflows, scan, signature, next stop, behave 
consistently across the shift, and drivers who moved up from 
the DIAD IV describe the DIAD V's scanning and signature 
capture as clear improvements.

Error Prevention 2

The Signature key's placement and the keypad's non-alphabetic 
layout both increase the chance of an unintended input during 
a fast-paced stop, especially for new or infrequent users of the 
device.

Recognition Rather Than Recall 3 Alpha entry uses a non-QWERTY key arrangement, so drivers 
who need to enter text cannot rely on typing habits built 



Heuristic Severity Finding

anywhere else and must actively search for each character.

Flexibility and Efficiency of Use 2

There is no reported way to adjust font size or display density 
to suit a driver's eyesight or a bright outdoor screen, so every 
driver works within the same fixed layout regardless of 
conditions or preference.

Aesthetic and Minimalist Design 1
The move from the DIAD IV's monochrome screen to a color 
display was well received and was specifically noted as making 
information easier to parse at a glance.

Help Users Recognize, Diagnose, 
and Recover From Errors 2

Connectivity handling improved meaningfully with automatic 
carrier switching when a signal drops, which reduces one entire 
category of error a driver previously had to notice and work 
around.

Help and Documentation 2

Support for the device is concentrated in initial driver training, 
with drivers noting they would value more built-in guidance or 
configurability rather than relying on informal peer knowledge 
once they are out on a route.

Priority Finding

The most severe findings cluster around a single theme: the DIAD V asks drivers to read and type on a small, 
fixed-layout screen while walking a route, using an input model that does not match the gesture and 
keyboard habits they have built on every other device they own. Visibility of System Status and Recognition 
Rather Than Recall are both rated severe because the device requires active attention and active recall at 
exactly the moments, mid-stop, walking, holding a package, when a driver has the least spare attention to 
give it. Unlike the ring scanner critiques, the DIAD V's problems are less about missing feedback and more 
about a fixed, dated input model that has not kept pace with the interaction patterns drivers now expect by 
default.

Recommendations

Recommendations are ordered by impact, weighing how directly each change addresses the priority finding above 
against implementation cost.

1. Increase default font size and allow display density adjustment

A larger default type size, with an option to adjust density for drivers who want more information per 
screen, would directly reduce the need to stop and study the device mid-route.

2. Offer a QWERTY key layout option

Making QWERTY the default, or at minimum a selectable option, would let drivers rely on typing habits built 
on every other device they use rather than relearning a UPS-specific layout.

3. Reposition or guard the Signature key



Physically separating the Signature key from adjacent buttons, or requiring a brief confirmation before a 
signature capture begins, would prevent accidental activation without slowing down an intentional one.

4. Activate the onboard camera for proof-of-delivery documentation

The camera hardware has shipped since launch without being enabled for driver use. Activating it for photo 
proof-of-delivery or damage documentation would use hardware drivers already carry to close a workflow 
gap that currently requires no device at all, or a separate one.

5. Add basic gesture support for common navigation

Even limited support for swipe-to-advance or pinch-to-zoom on maps and stop lists would bring the device's 
core navigation closer to the mental model drivers already carry in from personal smartphones.

6. Build a brief in-device refresher accessible on demand

A short, searchable reference for common tasks, accessible without leaving the current screen, would give 
drivers a way to recover from confusion on the route rather than relying entirely on training completed 
weeks or months earlier.

Conclusion

The DIAD V represents a genuine leap over the DIAD IV in weight, processing power, color display, and 
connectivity resilience, and driver feedback reflects that directly. The device's remaining friction is 
concentrated in its input model: a non-standard keypad layout, a small fixed-size display, and no gesture 
vocabulary, all of which ask drivers to adapt to the device rather than the other way around. Closing that 
gap would bring the DIAD V's interaction model in line with the smartphone-era expectations drivers already 
carry into the job.


