Direct customer
Online life insurance purchase

Zurich Financial Services



Customer personas




Example user journey

Michelle buys a new house

offer for their first house purchase.

Michelle is 38 and lives with her boyfriend James in 2 rented apartment. They have just received confirmation of a mortgage

o
45 ot o
oﬂ“"w .ﬁ“"‘p ot i A o et
o= o w,\eé“ S P 7 ) O ““4‘" o o
o* T " e . " S o it o 3
ﬂp«v‘ J #gﬁﬁ\v‘“ P V.»e“‘w ﬁe“’&& & Rt 2 \ o e “‘w“‘g‘ oo :
o e e A ¥’ 3 & e o
ww“ ey o . «“N“ o @ ' @&\(_\ o N ™ e o
o g : ; oo .
0 " Bl o o é‘*“yA U v’ o o o (o2
ot = ° w® R e K o s e
—
[ N E—
Ve
-~
. . Completes her purshase and prntsot fie quoe
documentaion anc stres t in her ‘moving idicar’
Athoms, ISTANSDRNE L s
/\ s e Zuih quoke wn B I
MSN emzil
/ Clicks the Zusich PResuls pageincudes a sudge to
quoke anc Ikes e ouy<l
/_ d tanding page
— — Firds the agrt produt
' 31d preducas some
(X} \ / Findz Noreyzipamurictsoms quotes
o~ Y does alife irsuance g
— — Seesa sositivearice sbout Zuich
Durirg nes lunch break she goes onine and
<earrhas fir'matgags proction”
' 9\’?’
el v &&‘é \X urchase
= e o g\ﬂ 6\ "
o =) S
& e & wg '
o &
,6‘ o e’Qe“ GPO‘A
o <
N
b ¥
a\O
‘,'v“ ﬂl\d
A Y
ae© oe”
‘\

Athome, ssinghe tzblet she
s e Zuiich guoks oo e
MSN emazid

Happy 1t

4




Wireframes
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Very big walls




Designs & HTML

HTMLS
Bootstrap used for responsive layout

Accessible JavaScript libraries built from scratch

Yourdctails Your juote Yeur cover



Copywriting

A new tone of voice for Zurich

Light but serious enough for the subject matter

Well received by users

Your rasult Payment details ‘over confirmation

Placasie comriale all sectione, below ailess il says: ol herwise,

With your permission

As ycu cemplete this appicadon ferm yeu'l nes c provide us wth scme persona (
and sensitive hezlth and Ifestyle details so thet we give you the most suitzb'e quote.
Yo privacy i inporiant e v Aand we ol and slore Hhese el secrely.

4
Don'z ce shy , \/)

It's very mportant that ysy're competely henest with 2iry swars, Including
those about your madical andNjtestyle history. Providing full and complzete answers
kes It casler for yen ar your fasgly re make a lnqifimate caim If neorssary. Our
cnatle carc’ leaflet [yes yeu more Informatdon atout this.

- i Duty to rake reasonable care
The legal bit —

S0, before ycu gat started, we need ycu and anycne
al the vame lims 1 sgres B e lagal dedaration Le

with the statemeants, unfortunataly, we cannot prev.d

ycu should dose th's window to exit L:)(.)l ]I: :-;': br I\./
Legal declaration It's very mportant that you're comp 2tely henest with zll your answears, Including

those about vour madical and lifestvle history. Previding full and comp 2te answers
I understznd I nead to take reasonabe care when a2n - - _
ceasonable care st makns It easler for yeu or your family e make a leqitimare caim If neoessary. Our

1 have read Zunch'’s Late Prot

eanehes=ls - TRty Te toke reascnatle carc' leaflet gives yeu more Informatdon about this.

and how they proled my prvacy. 1L also explins my

1 have been resident in the UK (Northern lreland, Eng|
Man) tor the past six months and ntznd to raman raf

1 understand Zunch wil prowide infermaticn about the plan to help me make a decision, but Zunich cannot give me 2dvice zbout
Lhe suilgbiily vl Wie plan

[John Smith] - L agree and accept the statements abeve.

[lean Sinilh] = Tagree and azzept The slatements aliove

You misl agree o The abewe stalemenls o cenlinge.

Contnuz

egezl Privacy CLookies Accessibiity Cepynght & 2014 Zurch



User testing

Web Usability
Two rounds of facilitated testing

12 users in total

«
Web Usabilicy

Figure 4.2 Declaration page
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User testing — the scores

Tester Ease of use Content Design Would you actually use Would you recommend
(1-10) (1-10) (1-10) the site? the site?

(yes/no) (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 9.00 8.42 8.42 100.00% 8.50

(second round)



Some pages from the finished site



Landing page
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Landing page — visitor personalisation
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The default imagery

If the application age > 65

If the application is mortgage

related



From wireframe to design
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Form pages

Contact details - [John Smith]

Personal details - [Male]

Trle e -

Frstname Jorn

Surname Sarh

Cote of bWrth 19 1 1975
¢ mm my

Naticnaky Breish -

Contact detzils .
' Help always available

Caytme phene wumber 1234 36 759¢

cnenumber

Evenng phane mumber

“HicOenumber

e JornETest.cov

Address detgils

Posteode stl 1rt

Your address

S Screen reader friendly

Nlnvaccess
e T T e—— T

Courty




Form pages — little touches

24

ZURICH'

Money
Maricot @

Conlacl details - [Jean Smilh]

Personal details [Femalc]

Tilke
Fred 1w Jea
Sumame smm

Pravicus name

Dete of birth 1

Natanalry Rittish
nlacl delail

Ly Linie pl L 1234

L W pl b

Fraal

fdoreas dalals

Same as [ Tohn Smith's| address

Adorcss
Tuwnl
viky

mm

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

oehe of birth

et amm S

*hone nurber

Yuur einail address

e Lhie e addiess i v need W ogel

h ahaur your appleatan

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”

fdcreasscalals

Same as | Tohn Smith's | address




Result pages
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Contaet el Pesrsomal details Your result Davgreanl ckaelinils vt condinnsition

Your resull - [John Smith] [&] [Jean Smilh]

0 Tharxyou lor comp cling your ~orsonal delails

Hastal o your arssencrs, v ve dehigbes] e provsedes yon wath Ve o

yen wenl =21 yoewn quick quale price.,
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per month

[roc.eee e e We o |

|Fer 10 y=ars |

e,

[#Fononc ir vl lness aned W= ovess oo botl mes)

[walver of pramum nzudsd ]
[awn /RESHTDN] [ondexcahnn o wilsl] GJ :JI eud o

L S N S N

Back Cancel
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Result pages — with options

Your result - [John Smith| [&] [Jean Smith]

Thank you fo- completingyour parsonal cetails

0 BISEC OB YOUT 2FSWETS, WE CINT [romde JOU W [£ 1L, UsU] COVEr 3T YOUT™ QICK qlose prce of [ 12.0u

permnnch ] s gan tald o [reacan rr rsvicad qucks TRT] Rty ean <l 34 ncnrsd

Take alook azyou” options:

o "j:,'ﬂ”;.-f 2o nl Ol Cower” 0 '_'l._'sl'n% lj]l,njl'. gL . e |j:|' CE

W LFIDDANNL ot TErm IEF NGNS

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

@ For [1C] years

[£3500] [£18.00]




Confirmation page

[John Smitn] [&] [Jean 5 th]
o Your acplicationis now cormplete 3o d you are insun=d

1Rk b yn o plwn wimowee | e o
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YO cOwey will 223t imyecut e '

FYOUr cOwey will 22yt imvectely and vou re Ao Sor TRELC Cower Lol wour

EEYRANTS S0 o0 The 15T o [..;.'f.::

Opt-in marketing permissions are
Stayustodatewith Zurich asked for at the end of the
process.
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The figures are in..

« £200k premiums per month
» 20% market share within 6 months
» Hit sales targets by over 120%

Since the site launched initially through aggregator portals in

December 2014 and later directly through Zurich's website



