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MOVING & STORAGE MADE SIMPLE  
The Future of the Moving & Storage Industry 

 

By Jeevan Mahal 

There are few experiences as overwhelming as moving… an experience unfortunately made 
worse by the industry itself. From the start there’s a shocking lack of transparency.  You’d be hard 
pressed to find a price quote anywhere online. Instead you’ll have to call around to get an 
estimate, which can vary dramatically in price depending on the services included.  
 
There’s also no way to track your things as they travel to your new home.  What results is a waiting 
game—without an update from the driver, we sit idly for 3 to 4 hours at a time. In the worst cases 
our stuff arrives damaged, with the damages claim rate for moving and storage coming in at 20%+ 
of all transactions, the highest among consumer services.   
 
Still, the thought of an exceptional moving 
experience doesn’t even cross our minds. 
Between the sale of an old home to the start 
date of a new job, most of us will endure a 
stressful process because we have no other 
choice. Moving companies, like cable and 
internet providers, recognize our bind. 
Despite a litany of complaints, they’ve made 
little effort to improve the process, leaving 
the rest of us to expect a difficult experience.  
 
So Zippy Shell’s approach to “WOW” their 
customers comes as a welcome change. A full-service, national moving and storage provider, 
Zippy Shell is acutely aware that the customer experience is broken: their industry isn’t 
aspirational—it’s a must do.  Yet they’d like to empower their customers to take control of their 
moves, from the minute they begin price shopping to the day they’ve settled into a new home.  
Their motto: Moving & Storage Made Simple. And the key to their simplicity?  Being aware of the 
macro trends disrupting legacy industries, especially the “Uber Effect”—the use of app technology 
to transform the customer’s experience.   
 
Name any product or service and you can find a startup claiming to be the next Amazon or Uber 
of X.   Everything from food to medicine has been “disrupted” (think Instacart or Doctor on 
Demand). The “uberization” trend—the use of an on-demand, self-servicing application—is a 
business model that’s hard to argue within today’s world. Consumers (especially younger 
generations) are changing in the types of experiences they want, demanding things at their 
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fingertips even if it means paying a little more.  As a result most industries have started 
“unbundling” their services, breaking them down to their most basic components, with options for 
exclusive, premium offerings.  
 
Rather than relying on people, which can be inconvenient and slow, users prefer the assurance 
and visibility of an app that takes the uncertainty out of the equation. There’s a sense of 
empowerment important to millennials, who simply won’t stand for a poor customer experience. 
If it isn’t easy and automated, they’ll find a different option, even if they have to build it themselves. 
It’s time for moving and storage, $86 billion industry segments combined, to get in the 
“uberization” game.  
 
The problem today is that the moving and storage verticals are extremely fragmented.  An 
extensive array of services is offered, from full service movers to do-it-yourself, and the price 
range can vary widely.  Consumers need to research and understand what’s being offered. Most 
end up buying the cheapest service, and are disappointed when their items aren’t bubble 
wrapped or fully packed for instance—a benefit offered by full service movers, but rarely through 
a DIY moving company. This puts the onus on the provider to educate the consumer about their 
options and what’s included.  It’s also another reason why customer touchpoints are so important. 
 

 
 
For Zippy Shell, these trends translate into a few insights to transform their outdated industry: 
 

1) Shopping experiences must start online and be quick, easy and clear 
2) Products must be unbundled for optionality, with an opportunity for premium services 
3) The process needs to be reliable and transparent, with the ability to schedule and track 

your move from a smart phone 
4) Touchpoints need to be personalized: texts, emails and call notifications – whatever the 

customer prefers 

When customers come to Zippy’s upcoming platform, they can easily shop and compare moving 
and storage offerings.  The online education component helps consumers select 1) the type of 
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move and 2) the add-on services they actually need—whether it’s a bare bones “do-it-yourself 
packing and loading” or a “full service pack and load option” that includes the cost of labor. 
Additional options include: insurance, having a car moved, choosing to keep the container on-site 
at home, or expediting it back to a climate-controlled warehouse.  Everything can be selected, 
scheduled, and tracked online, in real-time through intelligent alerts. Zippy’s goal is to push 
messaging and visibility out to the consumer, exactly how Uber does during every single 
transaction.  
 

There’s no one in the industry who’s 
provided the end-to-end technology 
service to bring transparency and 
convenience into the process the way 
that Zippy Shell is aiming to do.  It’s a 
play they hope will accelerate their 
brand recognition, growth and market 
share.   
 
What many of the wave of entries 
claiming to be the next Uber of X, Y & 
Z get wrong, is that they simply apply 
a copycat “gig economy” approach to 

their own particular product or service.  According to former Uber executive Andrew Chen, “the 
companies that fail, [do so because they] seek to emulate [the] ridesharing [approach] when they 
should just apply first principles to the problems of their own particular market”.  
 
Mark Kuhns, the CEO of Zippy Shell & 1-800-PACK-RAT, agrees.  “When we talk about using 
Amazon or Uber as a model, we’re thinking from a digital perspective. We’re focused on the 
customer experience.”  
 
Instead of becoming another Uber of Moving & Storage, Zippy Shell is focused on what Uber got 
right, highlighting the issues in their own industry and implementing the live updates and push 
notifications that served Uber well.  By using technology to deliver transparency, convenience 
and reliability to their customers, they aim to be the one-stop-shop for all moving and storage 
needs.  
 


