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Customer personas



Example user journey



Wireframes



Very big walls



Designs & HTML

• HTML5 

• Bootstrap used for responsive layout 

• Accessible JavaScript libraries built from scratch



Copywriting

• A new tone of voice for Zurich 

• Light but serious enough for the subject matter 

• Well received by users



User testing

• Web Usability 

• Two rounds of facilitated testing 

• 12 users in total



User testing – the scores

Tester Ease of use 
(1-10)

Content 
(1-10) 

Design 
(1-10) 

Would you actually use 
the site? 
(yes/no)

Would you recommend 
the site? 
(1-10) 

First round      

1 7.00 7.00 8.00 Yes 6.00

2 8.00 7.00 8.00 Yes 6.00

3 9.00 8.00 8.00 Yes 9.00

4 9.00 8.00 8.00 Yes 9.00

5 9.00 5.00 8.00 No 6.00

6 9.00 5.00 9.00 Yes 10.00

Second round      

7 8.00 8.00 7.00 Yes 5.00

8 8.00 9.00 10.00 Yes 10.00

9 10.00 8.00 10.00 Yes 10.00

10 9.00 9.00 9.00 Yes 8.00

11 9.00 8.50 7.50 Yes 8.00

12 10.00 8.00 7.00 Yes 10.00

Average score 
(second round)

9.00 8.42 8.42 100.00% 8.50



Some pages from the finished site



Landing page



Landing page – visitor personalisation

If the application age > 65

If the application is mortgage 

related

The default imagery



From wireframe to design



Form pages

Help always available

Screen reader friendly



Form pages – little touches

Date text format found to be easier to 
complete during user testing

The whole process borrowed heavily 
from traditional ecommerce models. 
For example the user can reuse a pre-
entered address similar to “use same 
delivery address as your billing address”



Result pages



Alternative pricing available to 
allow for premium or sum 
assured based quotes if we are 
unable to continue with our initial 
“quick quote”.

Result pages – with options



Confirmation page

Opt-in marketing permissions are 
asked for at the end of the 
process. 

During testing this resulted in 10x 
more positive responses and 
improved perception of the Zurich 
brand



The figures are in..

Since the site launched initially through aggregator portals in 
December 2014 and later directly through Zurich's website

• £200k premiums per month

• 20% market share within 6 months

• Hit sales targets by over 120%


