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Introduction

This document details findings from an integrated EPAS/BASS usability study conducted
between February 25 — March 4 of 2011. In the study, 11 users with prior exposure to
the EPAS system participated in one of two usability sessions:

e General Market home (five participants)
e General Market auto (six participants)

As time permitted, tasks related to the new Online Bill Pay feature were incorporated
into one of the two primary tasks. Five participants in all worked through test scenarios
related to Online Bill Pay.

Usability Session Contributors & Acknowledgements

These usability sessions were a joint effort across multiple internal teams and functional
areas. In addition to this document’s author, the following individuals played important
roles in the usability testing process:

¢ Anna Poznyakov and Meri Dreyfus, Senior EPAS Designers & Usability
Specialists - Anna and Meri were instrumental in building out the EPAS
prototypes used in conducting the sessions, and served the role of
observers/note takers for all sessions. Their expertise related to EPAS
functionality was invaluable in preparing for the studies.

e Judy Robeson, Agents Advisory Council - Judy played a crucial role in identifying
suitable users based on our agent profiles, and conducted all initial contact with
our pool of potential candidates. She helped to define and shape the process we
will be following in the future when conducting additional user research with our
agents.

e Nancy Herrick and Brent Hupp, primary business partners for BASS and EPAS —
Nancy and Brent were strong advocates for conducting an integrated, end-to-
end study that touched upon all systems that will be rolled out to agents as part
of the E3 Billing release. Isolated tests looking at just BASS or EPAS would not
have uncovered some of the more problematic areas in the overall integrated
work-flows. Although the ability to act on these findings is limited in the near-
term, Nancy and Brent were committed to identifying issues in advance of our
go-live dates, and championed using the results to shape our ongoing agent
communication and training activities.

e Rachel Wahlberg, User Centered Design Manager - Rachel played a key role in
coordinating and managing expectations with our internal partners, and
conducted all session scheduling and facilitated the majority of the actual agent
sessions.
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Intended Audience of this Document

This document is for internal distribution amongst FFIC employees only. The primary
intended audience is:

e DSM, EPAS, BASS, and Online Bill Pay business partners
e OCM and Training

The document assumes readers already have a baseline familiarity with the applications
that were tested, and does not go into any great detail with respect to underlying
application behavior or functionality. It is intended to be a fairly detailed accounting of
the primary usability issues that were uncovered over the course of the two primary
studies.

The document begins with a high-level, executive summary of the primary usability
findings, followed by a number of AVI files containing audio and screen captures of
actual session highlights that underscore some of the more important findings.

Following this, the report delves into page level accountings of the issues encountered.
Where usability issues were observed, a screenshot of the relevant application page is
included for reference, along with a tabular presentation of the observed issues and
recommendations as to whether individual issues should be addressed in pre-rollout
training materials and whether the issue should be addressed via a future application
enhancement. Issues are categorized according to the following criteria:

e Serious — Issues that indicate a fundamental conceptual disconnect on the part
of users, or underlying problem states that will inhibit real-world users from
successfully completing tasks using the underlying systems.

e Moderate —Slightly less severe conceptual disconnects. Users in most cases are
able to successfully complete system tasks, but express some degree of
confusion.

e Minor — Issues that don’t interfere with users’ ability to complete system tasks
and are not indicative of a substantial conceptual disconnect. Many of these
issues are related to terminology or less important cosmetic/fit-and-
finish/industry standards.

As many pages are similar or identical across both the Home and Auto tests, and many
are repeated in each test across the Quote and Policy work-flows, there is a fair amount
of redundancy in the reported page level findings. While not ideal, this redundancy
seemed preferable to forcing document consumers to page back to an earlier section of
the report in cases of redundant findings. While this does contribute to a substantially
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larger report, the tradeoff in increased ease-of-use for document consumers seemed to
warrant this approach.

Session Participants

With assistance from our EPAS, BASS, and DSM partners, user profiles were developed
and candidates were screened according to these user profiles. All participants were
extensively vetted by our DSM partners to ensure their suitability for the testing
process. All are Fireman’s Fund champions and advocates, but were also extremely
forthright and candid in their assessment of the current state of our various FFIC web-
based applications.

The following table provides information about the eleven subjects who ultimately
participated in one of testing sessions.

Arizona Group Agent Extensive Gilbert Arizona

Art Hauser Insurance, Inc. Agent Extensive Cincinnati Ohio

Brooks Insurance Agent (Supervisor) Low Toledo Ohio

Denver Agency Personal Lines Extensive Denver Colorado

Manager

Diversified Agent Moderate Baltimore Maryland

Double and Ohearn CSR Moderate New Connecticut
Haven

Grant Insurance Agent Extensive Rockville Maryland

Hub-Houston Agent Moderate Houston Texas

Insurance Associates of Personal Lines Moderate Houston Texas

the Southwest Manager

Lockton Agent Extensive Kansas Missouri
City

usl Agent Low Portland Oregon

Testing Protocol

All subjects participated using a remote usability protocol, meaning that the usability

facilitators hosted the sessions from the San Marin office and participants participated

from their offices via a Web Ex connection and AT&T call-in number. Participants were
granted remote control of the facilitator’s test system, and drove prototype versions of
the EPAS, BASS, and Online Bill Pay systems. A more detailed accounting of the testing
protocol is provided in the Recruiting Backgrounder companion document.
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Executive Summary

The following sections detail high-level takeaways (both good and bad) from the
sessions. A more detailed, page level accounting that correlates to these high-level
findings can be found in the ensuing sections.

Based on agent feedback from the sessions, we anticipate that agency users who are
familiar with EPAS will be able to use the new capabilities with the support of
communications and training. Without supporting communication and training, we
expect significant agent confusion and inability to complete certain key tasks using the
new systems.

Positive Findings
= Those users with prior experience using EPAS to generate Auto lines of business
noticed and responded favorably to the E3 enhancements.
= Those users with significant prior experience using EPAS noted solid improvement in
the application over the last couple of releases.
=  While not fully conscious of what the differences were, users responded favorably to
the improved readability and less overwhelming volume of data on the redesigned
Quote Summary page in EPAS Homeowners.
= Users who triggered error conditions in the BASS workflows noticed the error
messages and were able to use them to fix the errors.
= Users responded favorably to the general concept of the new Online Bill Pay feature.
= Agents acknowledged/confirmed that their job responsibilities include
performing billing-related activities and answering bill questions for
customers.
= One CSR reported she must see exactly what policyholders can see because:
= She needs to be able to walk them through billing-related tasks.
= She wants to make payments on their behalf.

Areas for Improvement

Three issues emerged as dominant trends over the course of the sessions:

= Users seemed completely unaware that they were working with three different
internal systems, which led to mistaken assumptions and confusion when the
systems behaved slightly differently.
= At various points in the study, users expressed a complete lack of confidence
with respect to where they were in the overall process of creating a quote;
issuing a policy; and creating a billing account.
= One particularly problematic area was Mortgagee Search.
= Users didn’t like having iLog errors displayed on the Action pages in EPAS.
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= All expressed a strong preference for having these displayed in Quote,
or (if in Policy) presented before the Action page is reached.
= Users firmly believed that billing account setup should occur prior to policy
issuance.
= Key elements required for issuing in both the Property and Auto tests were hidden
on secondary pages.
= Participants expressed a strong preference for integrating these pages into
the primary work-flows.
= |n general, all users felt too many pages were required to complete the tasks; too
much redundant data was displayed; pages were too busy/wordy; and too many
extraneous mouse clicks were required.

In the following sections, additional detail is provided about specific issues that were
encountered by users as they navigated through the various application pages.

Notable Participant Quotes

The following table contains a number of notable/striking participant quotes in AVI
audio format that help to reinforce some of the more significant findings (both pro and
con) observed over the course of the sessions.

Important Note on Hyperlinks in this Document

To ensure that these hyperlinks continue to work if you copy this master document to
your local computer or another shared network location, copy the entire Supporting
Documents folder and place it in the same folder that you save this master document
to.

General Feedback A collection of generalized quotes
underscoring the primary findings.
Secondary Pages Quotes underscoring user confusion

with various required data options that
are relegated to secondary pages not
exposed through the primary EPAS
navigation flow.

Where Am |? User confusion with respect to policy
issuance. Quotes are roughly organized
to correspond with users’ actual flow
through the various EPAS, BASS, and
Clear Tran page flows.

Mortgagee Search Quotes underscoring user confusion
with the process of adding/searching for
a mortgagee.
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Add Vehicles/Add Drivers Quotes related to user confusion with
the process of adding vehicles and
drivers to a quote.

iLog Feedback A collection of quotes related to how
EPAS processes iLog rules in the E3
release.

BASS Several user quotes related to the BASS

flows. Note that a couple of these
quotes are also included in some of the
earlier AVI files.

Online Bill Pay A couple of quotes related to the
proposed Online Bill Pay feature.

Detailed Findings — Homeowners Usability Study

Subjects who participated in this study were provided with the following high-level
scenario and supporting data in advance of the actual testing sessions.

Scenario: You will be creating an Allianz homeowner’s quote for a general market
customer — Homeowners with a mortgagee payor; Umbrella (liability limit of
$1,000,000). You will confer with your client about the quote and Billing Options, and
then you will move forward with converting the quote to a policy and issuing it. As a
part of this overall work flow you will also be setting up a billing account and providing
the required down payment that is a part of the Allianz product.

Task 1: Create a property quote for an existing customer named Jeff Adams (845 E
McDowel Rd, Phoenix, Arizona 85006), and then convert the quote to a policy and issue
it.

Product: Allianz

Lines of Business: Homeowners; Umbrella (liability limit of $1,000,000)
Home Type: Home

Usage Type: Primary

Occupancy Type: Insured Occupied

Number of Families: 1

Construction Type: Frame

Exterior Wall: Stucco-Authentic

Roof Construction Material: Shingles-Asphalt
Year Built: 1995

Number of Stories: 2

Number of Baths: 2

Foundation Type: Slab
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Total Square Footage: 2,000
Business Conducted on Premises: No

Additional Features used for Replacement Cost calculations:

Attached Structures: Greenhouse (100 sq ft)
Garages and Carports: Attached Garage, 1 car (1 garage)
Floor Finish: Rubber (1%)

Task 2: Create a billing account with the following options and provide the down
payment.

Payment Plan: Four Pay

Bill Due Day: 15

Payment Method: EFT

Payor: Jeff Adams

Account Nickname: Adams Checking
Account Routing Number: 123456789
Account Number: 012345678912

Down Payment Amount: $200

Down Payment Method: EFT

Down Payment Payor: Jeff Adams
Account Routing Number: 123456789
Account Number: 012345678912

In the interest of getting session participants to the areas of EPAS the team was most
interested in testing, the test eliminated a number of starting screens agents would
typically interact with prior to starting the quote. Rather than having participants
search for an existing customer named Jeff Adams, they picked up the task after having
already located Jeff and began the test from the following landing page:
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Iz jeff adams [Detail - Individual] - Microsoft Internet Explorer provided by Fireman's Fund

Allianz () | 48, fis

Customer Summary
View M
Tasksv Information for jeff adams
£ DiIAR
Search for
h cusTomer  [EISETD ! m o TER
- Address Other
View Help
845 E MCDOWELL Customer Number 35144174
Address 1 RD R
Date of Birth 01/01/1970
Sign Off Address 2 Gender M
City PHOENIX Marital Status Single
State/Province Arizona Drivers License
ZIP/Postal Code 85006 Number
Country United States Drivers License
State
E-mail Date First Licensed
Primary E-mail License Status
Address Social Security
Number
Phone High Net Worth No
Primary Phone
Number
[ Return to Search Results ]
“ersion 5.12.2.0 - Copyright © 2011 AQS, Inc, - All rights reserved
User Guide A
Daone o Trusted sites #100% -

From here, participants were expected to select the Quotes tab to initiate a new
Homeowners quote. Most users did not comment or have any substantive issues with
this page, although one user did express dissatisfaction/confusion. She noted in her
previous experience with EPAS, she always experienced some initial confusion with
respect to what she needed to do. She noted that she now realizes she needs to click on
the Quotes tab, but observed that the label is too ambiguous: does this refer to existing
guotes; creating new quotes; or both? No other users seemed to hesitate or offer
feedback on this page, but the one user was fairly vocal in her criticism. She notes that
at this point all she wants to do is create a new quote, and finds the initial landing page
offers too many options: “All | want to do at this point is create a quote!”
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Quotes Page

{= E3 QUOTE - USABILITY - Microsoft Internet Explorer provided by Fireman's Fund

@ar - |@ http: {flocalhost: 4819 /iRise freader frender Jdummy =0.96 2380 156 2400409&_target_key_=be3980d09b714 V| | X |_ e Search ||‘Cl '|
File Edit Wiew Favorites Tools Help
" - »
W [@EsQUOTE-usaBm ] l f - B - = - [ page » G Tooks -
I’ | Simulation | Document | E3 QUOTE - USABILITY | E3 Client - Quotes Tab File v View v 2
”~
Fireman's

Fund CLIENT ACCESS

Customer Summary

Yiew My
Tasks Information for jeff adams =
Search for
View Help
There are no Quotes
Sign Off |
[ Create Quote ] [ Refresh ]
Version 5.7.3.0 - Copyright @ 2000-2009 150 Strateagic Solutions, Inc. - All rights reserved
User Guide
&
¢ 1 | B3
[ views [3 Add Comment M 4 3:cfes b M Comment Panel: OFF  Guides: OFF  True Logic: ON iRise
Daone & Local intranet H 100% v

Most users did not comment or have any substantive issues with this page, although
one user did express dissatisfaction/confusion, as discussed in the preceding section.
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Quote Access Page

/= E3 QUOTE - USABILITY - Microsoft Internet Explorer provided by Fireman's Fund

6\;5} - |@ http: /localhost: 48 19/iRise freader frender 2dummy =0.96 2380 156 240040 V| 4| [ X% |_ e Search ||EE|
File Edit View Favorites Tools Help

W [@ESQUOTE—USABLIJT‘F ]_‘ %o - B - &= - [Zrpage - £ Took -
I* | simulation | Document | E3 QUOTE - USABILITY / E2 Ratebook Selection File v  Wiew v ?

Allianz @) [ . QuoteAccess

Line of Business *l Personal Other Lines
Product * | Allianz v
State Ml 2rizona

Effective Date *[3717/2011 |@

[ Continue ] [Cancel ]

< il | >
L|___L| Views D Add Comment M 4 33 of 263CondmeM Panel: OFF Guides: OFF True Logic: ON 1 Rl q @

&) Local intranet #,100% -

The following issues (one potentially significant) were observed with respect to this
page:

Usability Issue Severity Rating

Existing Issue: Subjects reported they would not expect Serious
to ever select Allianz from the Product list (brand
association amongst our agents is with Fireman’s Fund as
opposed to Allianz — they do not care or feel the need to
understand the distinction).

Recommendation: Possibly cover in training; consider
for future enhancement.

Existing Issue: Users felt “Product” did not accurately Moderate
convey the underlying purpose of the associated drop-
down control.

Recommendation: Possibly cover in training; consider
for future enhancement.

Company Confidential 15 03/23/2011



Fireman's Fund”
Insurance Company

A company of Allianz @
General Information Page (Quote)

No substantive issues were uncovered with respect to this page.

Policy Page (Quote)

/= E3 QUOTE - USABILITY - Microsoft Internet Explorer provided by Fireman's Fund

@:—:« - |(‘1 http:/flocalhost: 4819 fRise freader frender ?dummy =0.962380156 24004098 _target_key_=be8980d05b714422b2927bf52c75¢ 1afawind | 42| % | ‘ P
File Edit View Favorites Tools Help
— - - »
W I(-)E3quo‘rE—u5A31erv ] } 5 - B - = - |=heage v £ Tools v
I | Simulation | Document | E3 QUOTE - USABILITY / E3 Policy File v  View v ?
~
Lines of Business for this Policy
Homeawners
Valuables [}
Umbrella
Home Continuously Insured with Fireman's Fund Since (Year-YYYY) *2011
Agency Information
Agency Mame ABC INSURANCE CO.
[@) Producer Code/Description *[02007443/Legal-ABC INSURANCE CO. %
[@)Display Agency Contact Info yYes G Mo
Agency Customer 1D
Primary Insured Information
Current Address Less Than 3 Years (O Yes @ No
Insured an Entertainer, Professional Athlete or other High Profile Individual ) Yes @ Neo
Cowverage Declined, Cancelled or Non-Renewed During the Last 5 Years OYas @No
Foreclosure, repossession or bankruptcy during the past 5 years OYES ® No
Customer Provided with Copy of the Motice of Information Practices (Privacy) OYES @ No
Portfolio Credit 1
Customer has current inforce Fireman's Fund® policies
Automobile @Yes (No
Homeowners OYES @No
Valuables (OYes GNo
Umbrella (O Yes @Nu
[ Optional Coverages & Add'| Interests ]
o
< | E]
(] Views [ Add Comment M 4 42cf283 b M Comment Panel: OFF  Guides: OFF  True Logic: ON iRise
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The following issues were observed/reported with respect to this page:

Usability Issue Severity Rating

New Issue: Some users didn’t understand that the Lines Serious
of Business and Portfolio Credit sections were unrelated:
when selecting Homeowners and Umbrella from the
Lines of Business region, some users mistakenly thought
they also had to set the radio buttons in Portfolio Credit
to Yes for these options.

Recommendation: Consider for training; consider for
future enhancement.

New Issue: While the Optional Coverages & Add’l Moderate
Interests button wasn’t hooked up in the prototype,
users were queried with respect to what they’d expect to
see exposed through this button. Users indicated they
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Usability Issue Severity Rating

would expect to see Homeowners Optional Coverages
forms, which doesn’t match the current implementation:
these forms are exposed through the Homeowners
Coverage Details page.

Recommendation: Consider for training; consider for
future enhancement.

New Issue: Users found the “Home Continuously Insured Moderate
with Fireman’s Fund Since (Year-YYYY)” label particularly
confusing, and were not sure what to enter in the
associated text field. Some users paused for significant
periods of time and vocalized various theories about
what to enter here (some thought a 0, some thought the
current year).

Recommendation: Possibly cover in training; consider
for future enhancement.

Existing Issue: Some users were somewhat confused by Minor
the fact that some required radio button options already
had values set.

Recommendation: No need to cover in training; low
priority for future enhancement.
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One very consistent/significant issue was observed with this page:

Usability Issue Severity Rating

Existing Issue: Most users were not immediately aware Serious
that they needed to click the Modify Location button to
specify additional data required to complete the quote.
After questioning and prompting, these users expressed
a strong preference for having all data that is required
for generating an accurate quote be exposed through
the primary page navigation flows, rather than being
relegated to secondary pages.

Recommendation: Cover in training; consider high
priority for future enhancement.
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The following issues were observed with respect to this page:

Usability Issue Severity Rating

Existing Issue: As previously noted, a number of users Serious
needed to be prompted to click the Modify Location
button to access the data exposed through this page.

Recommendation: Cover in training; consider high
priority for future enhancement.

Existing Issue: Conceptually, users reported that they
would expect to enter this data from the Homeowners
tab, rather than through this details page.

Moderate

Recommendation: No need to cover in training; consider
for future enhancement.

Existing Issue: Some users were confused by the value of
“No Information” exposed for the “Business Conducted

Minor
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on Premises” field, and suggested an alternative would
be to have this not be a required field.
Recommendation: No need to cover in training; low
priority for future enhancement.
New Issue: A couple of users were confused by the Minor
“Construction Type” and “Exterior Walls” fields. They
noted that with the data provided in the scenario (which
specified a construction type of Frame), exterior wall
should automatically be set to “Masonry”, as this would
always be the case for dwellings of frame construction
types.
Recommendation: No need to cover in training; low
priority for future enhancement.
Existing Issue: One user had additional comments on Minor
some of the options requested from this page, noting
they are not typical with other carriers as part of the
quoting process:

e Number of Baths

e Foundation Type

e Dogs on Premises

e Fire Protection (typically only specify if dwelling is

within or out of the Fire District)
e Fire/Sprinkler Type (confusion if this is related to a
fire alarm or a sprinkler system)
Recommendation: Does not need to be covered in
training; not a priority for future enhancement.
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The following issues were observed with this page:

Usability Issue Severity Rating

Existing Issue: Not all users understood that they needed Serious
to click the Modify Coverage button to provide
additional data related to the quote. Once made aware
of this, they expressed a strong preference to
incorporate the Details page into the required page flow
accessible via the Next buttons.

Recommendation: Cover in training; consider high
priority for future enhancement.

New Issue: A number of users expected to enter Moderate
replacement cost data from this page, as part of the
qguote flow rather than policy.

Recommendation: Consider covering in training;
medium priority for future enhancement.
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Homeowners Coverage Details Page (Quote)
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This page was largely static in the prototype, and prefilled with values that would have
been entered by the agent in a real-world scenario. The EPAS designers were interested
in obtaining feedback on the Optional Coverages that were exposed through this page.
Generally, users indicated that the exposed options seemed appropriate and the
labeling for the various options was consistent with their industry experience and what
is exposed by other carriers. One significant confusion, however, was observed, along
with a couple of more minor issues:

Usability Issue Severity Rating

New Issue: Multiple users reported confusion at why a Moderate
number of optional coverages were depicted on this
page, but an Optional Coverages & Add’l Interests button
was also exposed at the bottom of the page. They were
confused about the distinction, and wondered why the
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data was split. As this button was not enabled in the
prototype, we were unable to show users the associated
page to get additional insights.

Recommendation: Possibly cover in training; consider
for future enhancement.

New Issue: A couple of users noted less significant
issues/confusion with respect to the following optional
coverage options (they weren’t sure what the options
actually meant):

e Increased Special Liability
e Credit Card Limit

Recommendation: No need to cover in training; low
priority for future enhancement.

Minor

Existing Issue: One user observed that the Silver
coverage option for FFIC might have a different meaning
or connotation vs. what is meant by other carriers. She
indicated it would be helpful to provide a clearer
explanation of this term.

Recommendation: No need to cover in training; low
priority for future enhancement.

Minor

Umbrella Page (Quote)

A static (non-dynamic) version of this page with pre-populated values was displayed to
study participants, and they were queried for their general understanding of the options
exposed. No significant user problems were observed with this page.

Reports Summary Page (Quote)

No significant user issues were observed with this page.

Manual Incidents & Losses Page (Quote)

No significant user issues were observed with this page.
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Quote Summary Page (Quote)
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While not able to clearly articulate what the differences were with the redesigned page
vs. the version that exists today in Auto, all users responded favorably and indicated
they found the amount of data displayed on this page to be easier to deal with and the
page itself easier to parse. This is likely attributable to two important factors:

e Less data is displayed on the page, and the data that is displayed is directly
relevant and what users expect to see.

e The page layout is much more readable: all columns within the tabular data
properly line up, making scanning for and locating data of interest much easier.

One other difference was observed with respect to this page in Homeowners vs. Auto:
whereas in the Auto test, all users were extremely confused by the additional coverage
options that show up on this page, this was not the case for the Homeowners test. This
can likely be attributed to the fact that when users select the Comparison Rating option
from the Homeowners Coverage Details page, options are exposed that allow the user
to pick two alternate deductible values. As users have no option to set these deductible
values in Auto, they were very confused when the optional coverages are displayed on
Quote Summary.
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This page and the subsequent General Information page in Policy caused significant user
confusion. The combination of the Submit button and the policy number that showed
up on the subsequent policy General Information page led users to the erroneous
assumption that they had already issued the policy, which led to pronounced reluctance
to edit any of the information displayed in the Policy flow. One user vocalized at length
that the level of detail included in the quote felt so specific and formal that she was

nearly positive that a policy had been issued by the time she clicked the Submit button
from the Action page.

The following primary issues were observed with this page:

Existing Issue: Users commented/noted that the Submit Serious
button felt very “formal”, and implied that after clicking
it, the policy would be issued.

Recommendation: Consider for training; high priority for
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future enhancement.

Existing Issue: Terminology exposed through the Action Moderate
drop-down did not resonate with users:
e Users equated the Accept and Copy to Policy option
with policy issuance.
e Users questioned why a Discard option was needed.
e Users were not entirely sure what the Suspend
option meant, but with additional questioning from
the usability moderator, hypothesized that this
meant save.

Recommendation: Cover in training; consider for future
enhancement.

General Information Page (Policy)

Paolicy Number NZADOO30775
Locale English - United States
Line of Business Personal Multiline
Company Allianz
State Arizona
Effective Date reselect
Expiration Date
Renewal Status Automatically Renew
Prior Policy Number Q000004219
[E) named Insured # jeff adams
Mailing Address # 845 E MCDOWELL RD -Search
@ PHOENIX, AZ 85006 -
Additinnal Named Insured
@Agencv SAN CORP DBA NOVAKOFF INS. - [5317250] remove
2525 E. AZ BILTMORE CR.,#115 celect address
PHOENIX, AZ 85016 ——
@VErsiun 5.12.2.0 - Copyright ® 2011 AQS, Inc. - All rights reserved # b
Done J Trusted sites + 100% -

Substantial confusion was observed across multiple users when being presented with
largely identical data in the policy flow: multiple users wondered why they had to
review the redundant data a second time. The highly detailed nature of the questions
asked during the quote process led users to believe they’d already issued a policy by the
time they clicked the Submit button from the Quote action page. This led to a fair
amount of subtle (and some outright) bewilderment and hostility on the part of the
users.

Specific to the General Information page itself, one substantial problem was observed:
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Usability Issue Severity Rating
Existing Issue: The Policy Number field led users to Serious

mistakenly assume that a policy had already been issued
at this point, causing extreme reluctance to edit/modify
values in the policy work-flow.

Recommendation: Cover in training; high priority for
future enhancement.

Policy Page (Policy)

{= E3 QUOTE - USABILITY - Microsoft Internet Explorer provided by Fireman's Fund

&af - |@ http: /localhost: 4819 /Rise freader frender;jsessionid=F 1C4075E0 26 1410AB4DCA 2850FB68F 567 dummy =0. 2. V| *2|| X |_'.e Search “}J '|
File Edit View Favorites Tools Help
—— : >
w e [@Esqucrr&—usasn.m' I l & - B dm o+ |2hpage - (£ Tods -
’ | Simulation Document | E3 QUOTE - USABILITY { E3 Policy File v View v
Manual s ]
General Location Reports Underwriting = Billi
Information Balicy Information IR Summary Referrals Incidents & Mortg
& Losses
Lines of Business for this Policy 3
Homeowners
Valuables O
Umbrella
Home Continuously Insured with Fireman's Fund Since (Year-YYyY) *I:l L
Agency Information
Agency Name ABC INSURANCE CO.
[E)) Producer Code/Description * 02007443/Legal-ABC INSURANCE CO. %
[@)Display Agency Contact Info OYes @ho
Agency Customer ID
Primary Insured Information
Current Address Less Than 3 Years OYES@ND
Insured an Entertainer, Professional Athlete or other High Profile Individual QYas ® No
Coverage Declined, Cancelled or Non-Renewed During the Last 5 Years OYes ® No
Foreclosure, repossession or bankruptcy during the past 5 years OYas ® No
Customer Provided with Copy of the Notice of Information Practices (Privacy) OYES ® No
Portfolio Credit v
< il | 2>
[ views [ Add Comment M 4 s2c63 b M Comment Panel: OFF  Guides: OFF  True Logi:ON | R1§€
Done H Local intranet # 100% v

The following issues were observed/reported with respect to this page:

Usability Issue Severity Rating

New Issue: Some users didn’t understand that the Lines Serious
of Business and Portfolio Credit sections were unrelated:
when selecting Homeowners and Umbrella from the
Lines of Business region, some users mistakenly thought
they also had to set the radio buttons in Portfolio Credit
to Yes for these options.

Company Confidential 27 03/23/2011



Recommendation: Cover in training; consider for future
enhancement.

Fireman's Fund”
Insurance Company

A company of Allianz @

Usability Issue Severity Rating

New Issue: Users found the “Home Continuously Insured
with Fireman’s Fund Since (Year-YYYY)” label particularly
confusing, and were not sure what to enter in the
associated text field. Some users paused for significant
periods of time and vocalized various theories about
what to enter here (some thought a 0, some thought the
current year).

Recommendation: Possibly cover in training; low priority
for future enhancement.

Minor

New Issue: Some users were somewhat confused by the
fact that some required radio button options already had
values set.

Recommendation: No need to cover in training; low
priority for future enhancement.

Minor

Company Confidential 28

03/23/2011



Fireman's Fund"
Insurance Company

A company of Allianz @)
Location Information Summary Page (Policy)
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One very consistent/significant issue was observed with this page:

Usability Issue Severity Rating

Existing Issue: Most users were not immediately aware Serious
that they needed to click the Modify Location button to
specify additional data required to complete the quote.
After questioning and prompting, these users expressed
a strong preference for having all data that is required
for generating an accurate quote be exposed through
the primary page navigation flows, rather than being
relegated to secondary pages.

Recommendation: Cover in training; high priority for
future enhancement.
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The following issues were observed with this page:

Usability Issue Severity Rating

Existing Issue: As previously noted, a number of users Serious
needed to be prompted to click the Modify Location
button to access the data exposed through this page.

Recommendation: Cover in training; high priority for
future enhancement.

Existing Issue: Conceptually, users reported that they Moderate
would expect to enter this data from the Homeowners
tab, rather than through this details page.

Recommendation: Does not need to be covered in
training; consider for future enhancement.

Existing Issue: Some users were confused by the value of Minor
“No Information” exposed for the “Business Conducted
on Premises” field, and suggested an alternative would
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be to have this not be a required field.

Recommendation: Does not need to be covered in
training; not a priority for future enhancement.

Homeowners Summary Page (Policy)
No substantive issues were observed with this page.

Homeowners Replacement Cost Guide (Policy)

One primary, significant issue was observed/reported by users with respect to this page:

New Issue: Users noted that other providers typically
collect this information during quote as opposed to
policy, which improves the quality of the initial quoted
premium. One user was especially insistent in trying to

locate the replacement cost estimator in the quote flow.

When the usability moderator followed up with
additional questions if she would feel comfortable
moving from the quote to the policy work-flow without
having entered her replacement cost, she was initially
somewhat torn/hesitant. After a pause, she confidently
stated that she would be fine moving to the policy flow,
but would first use a replacement cost estimator
provided by another provider. She clarified that she
wouldn’t actually submit the quote or issue the policy
with the other provider, but would use their estimator
tool to come up with the replacement cost. She also
iterated she would have been annoyed at taking this
additional step once she found the Replacement Cost
Guide page in the EPAS policy flow.

Recommendation: Possibly cover in training; consider
for future enhancement.

Serious

Umbrella General Information Page (Policy)

No substantive problems were observed with this page.
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Umbrella Drivers Page (Policy)

No substantive problems were observed with this page.

Umbrella Vehicles Page (Policy)
No substantive problems were observed with this page.

Umbrella Locations Page (Policy)
No substantive problems were observed with this page.

Umbrella Watercrafts Page (Policy)

No substantive problems were observed with this page.

Reports Summary Page (Policy)

No substantive issues were observed with this page, although multiple users did
comment that it was highly unusual that the prototype did not trigger any referrals.

Manual Incidents & Losses Page (Policy)
No substantive issues were observed with this page.

Policy Summary Page (Policy)
No substantive issues were observed with this page.
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Billing & Mortgagee Summary Page (Policy)
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m II;TS:;:: Summary Mortg —

Billing & Mortgagee
| Descripton | __value |
Billing
7] Mortgagee Paid Please Select v ||
Last Pay Flan Mo Information

Mote: BASS (Billing Account Set-up System) may be
presented at issuance or endorsement of the policy to
collect additional billing information.

Mote : Click Add Mortgagee Details Button

to add Mortgagee's Information.

Mortgagee Details Summary v
< i |

>

Guides: OFF  TruelogicON  jR1IS €

[ views [3 add Comment M 4 cocfazss b M Comment Panel: OFF

Done

%J Local intranet # 100% -

This page was a source of significant user confusion. They expected to be able to specify
all billing account information from this page, and many noted this is how other carriers
handle billing account setup. When they only saw the one Mortgagee Paid option, they
became confused that other billing account options weren’t exposed, and weren’t sure
how the remaining options such as payment method, bill due day, etc. would be

handled. Users very clearly expressed an expectation that billing account setup should
be completed prior to policy issuance.

Usability Issue Severity Rating
New Issue: Users expressed a strong preference to setup Serious
all aspects of the billing account prior to policy issuance.

Recommendation: Cover in training; consider for future
enhancement.

New Issue: Users didn’t notice or read the BASS message Serious
about setting up the billing account.

e When their attention was drawn to the text by the
usability facilitator, most users indicated they didn’t
really understand what the message meant.

Company Confidential 33 03/23/2011



Fireman's Fund”

Insurance Company
A company of Allianz @)
Usability Issue Severity Rating
[ ]

One user also commented on FFIC's affinity for

acronyms: “Oh, you and your acronyms: what is
BASS?”

Recommendation: Cover in training; consider for future
enhancement.

Billing & Mortgagee Details Page (Policy)

~E3-

USABILITY - Microsoft Internet Explorer provided by Fireman's Fund

@_.?51 - [@nto 19/IRise freader render v=0.739536 78_target_key_=b 7144270 2927052 75¢ IaflnindowReferenca=__ windon V|‘E'\£' [Live Search [[2]-]
Fle Edit View Favortes Tools Help
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I | simulation | pocument | E3 - USABILITY / Mortgagee Detail oo oo ?
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: - Manual ’ -
G 1 " L it Reports Und: it : Pol Bill & :
e B
Mortgagee Detail

Locatien =845 E McDowel Rd, Phoenix, AZ 85006 + |

Mortgagee Name .

Loan Number =

Interest Associated to

Dwelling/Additions and Alterations Limit
Other Structures Limit
. \ ]
[ views [ add Comment: M 4 e1cfss b M ‘Comment Panel: OFF  Guides: OFF True Logic: ON i.Ri.SE'
Done %4 Local intranet # 100% -
One moderate issue was observed with respect to this page:
e E o
Usability Issue Severity Rating
. 4 . . ..

Existing Issue: Multiple users expressed significant Moderate

confusion with the Return to Schedule button label. The
term “schedule” did not resonate at all™.

e Itis worth noting that this is also a rare departure

from the typical navigation flow of using the

1 The confusion is that “schedule” has meaning to users as an itemized list of valuables attached to a
certain collection/valuables class. This further contributed to the users’ confusion.
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Usability Issue Severity Rating

Next/Back buttons to navigate between EPAS
pages. One user had an extremely difficult time
navigating back to the previous page, and had to be
prompted to click this button to complete the
operation.

Recommendation: Possibly cover in training; consider
for future enhancement.

New Issue: One user expected to find a field to enter Minor
TSOA/UIINA data (for evidence of property insurance),
and suggested that most mortgagees prefer to have this
available.

Recommendation: No need to cover in training; low
priority for future enhancement.

Mortgagee Search Page

(= E3 - USABILITY - Microsoft Internet Explorer provided by Fireman's Fund
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I' | simulation | Document E3 - USABILITY | Mortgagee Search File v  View v ?

~

: | Fireman's .
Allianz @ <=5 Fund Policy Access

Customer Search

For best results, enter one of the following:

+ First and Last Name or

+ Last Name and Zip Code

Use wildcard (*) for partial name search (2 character minimum)

Business/Trust O
@ Lastnameor [ Street Address |
Business/Trust
First Name | City |
Zip Code
Country | d
Or, Search by Number
Choose Number Type
|[F’Iease Select] j |
Enter complete number with no
spaces or special characters o
Search Cancel ~
[Ty views [ Add Comment H 4 @ofzss b M Comment Panel: OFF  Guides: OFF  TruelogiiON  {R1S€
Done & Local intranet F 100% -

This page was a source of extreme user confusion. A number of critical problems were
observed or reported by users:
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Existing Issue: The label of the page (Customer Search) Serious
does not match the action being initiated (searching for a
mortgagee). All users were extremely confused by this.
One went so far as to say if she wasn’t on the phone with
FFIC, she would have panicked, assuming she had
somehow done something wrong and gotten kicked out
of her quote, losing all the work she had done to that
point.

Recommendation: Cover in training; high priority for
future enhancement.

Existing Issue: Users strongly disliked the presentation of Serious
the mortgagee data after the search was run. None
understood the significance of the numerical data that
appeared after the Wells Fargo string for each of the
returned records. All noted they would have no idea of
which one of the multiple records they needed to pick,
and noted it would result in time consuming, trial-and-
error exploration. Users noted that it is common with
other providers to specify the address of the banking
institution, and expressed a strong preference for
identical behavior in our EPAS application.

Recommendation: Possibly cover in training; high
priority for future enhancement.

Existing Issue: Because returned search results are Moderate
“below the fold” in the search page, some users did not
immediately notice that results had been returned and
clicked the Search button multiple times before being
prompted to scroll down on the page to explore the
search results.

Recommendation: Possibly cover in training; low priority
for future enhancement.

Company Confidential 36 03/23/2011




Fireman's Fund"
Insurance Company

A company of Allianz @
Action Page (Policy)

(= E3 - USABILITY - Microsoft Internet Explorer provided by Fireman's Fund
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Comment
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[) views [ add Comment M 4 sz2cfzss » M Comment Panel: OFF  Guides: OFF True Logic: ON iRise

Done %4 Local intranet  100% -

This page (at least temporarily) helped to alleviate some of the user confusion with
respect to policy issuance: the exposed Action option “Issue” quelled their previous
notion that they had already issued the policy. This affirmation was short-lived,
however, as they again began questioning where they were in the overall policy
issuance process after the context switch to BASS.

For the Homeowners test, we did not include any iLog messages. In the Auto test,
however, detailed mockups of a representative sampling of iLog and Underwriter
Referral messages were tested. For findings related to these mockups, refer to the iLog
and Underwriting Referrals Discussion section.

As most options exposed through this page are similar or identical to those exposed
through the analogous page in the Quote flow, similar issues with respect to the options
exposed through the Action drop-down were observed by test participants:

Usability Issue Severity Rating
Existing Issue: Terminology exposed through the Action Moderate
drop-down did not resonate with users:

e Users questioned why a Discard option was needed.
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Usability Issue Severity Rating

e Users were not entirely sure what the Suspend
option meant, but with additional questioning from
the usability moderator, hypothesized that this
meant save.

Recommendation: Cover in training; consider for future
enhancement.

Account & Payment Plan Page (BASS)

/= BASS Usability - Microsoft Internet Explorer provided by Fireman's Fund
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LUNT SERVICES

Account & Pavment Plan

H Confirmation

Billing Account Lockup Results [i]

Fields marked with an asterisk (*) are required.
Jeff Adams does not have any Billing Accounts

Policies not currently related to a Billing Account

+ Jeff Adams has 1 Policy(s) not related to a Billing Account.

* Place a check mark next to the Policy(s)/Submission(s) that are to be related to the same Billing Account. Select a Payment Plan from the
drop-down menu.

+ If a Policy/Submission is not to be related, uncheck it.

* To relate the selected Policy(s) to a new Billing Account, click Create New Billing Account.

Select Policy/ Product Term Eff- Location,/ E Agreement Payment Plan* Line of Mortgagee
Submission # ective Date Processing Code Type Business Paid
AZASTE54321 HOME 3/21/2011 1004163/0481635 Policy Personal Yes

Create New Billing Account

v

[ views 3 Add comment M 4 ancfue » M Comment Panel: OFF  Guides: OFF True Logic: ON iRise

Done 84 Local intranet H100% v

The context switch from EPAS to BASS proved problematic for users. Whereas the EPAS
work-flow followed a wizard style approach in which users predominantly used the Next
buttons to sequentially navigate through pages and clicked on the navigation tabs when
they wanted to quickly jump from one page earlier or later in the flow, the learned
navigation behavior was no longer applicable once users switched to BASS. The
following primary differences contributed to user confusion after the context switch:

Usability Issue Severity Rating
New Issue: Whereas navigation in EPAS relies on Serious
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consistent Next/Back buttons exposed on all pages, BASS
uses explicitly labeled buttons (such as “Create New
Billing Account”) to apply primary actions on a given
page and navigate to the next page in the sequence.

Recommendation: High priority for training; high priority
for future enhancement.

New Issue: While BASS does expose a legend at the top Moderate
of the page that lets the user know which page in the
overall navigation sequence is currently being viewed, it
was not implemented as a clickable navigation element
as is the case in EPAS.

Recommendation: Consider for training; consider for
future enhancement.

New Issue: Users also commented that the initial BASS Minor
landing page was too busy/wordy, and most users did
not bother to read the bullet options that provided
instructional text related to setting up a billing account.

Recommendation: No need to cover in training; low
priority for future enhancement.

Users initially appeared stuck upon landing on the initial BASS page, and a number had
to be prompted in order to successfully navigate to the next page in the sequence. They
began to lose faith in their initial theory that they had issued a policy from the Action
page in the Quote flow as they navigated through the various pages in the Policy flow.
By the time they reached the initial BASS screen they were sorely questioning this
theory, and began openly questioning whether a policy had actually been issued. They
were all quite vocal in their feelings that billing account setup should be integrated into
EPAS, as opposed to handled via a secondary application. Many also noted that other
carriers accomplished the task of setting up a billing account via a single screen, and
they were vocal in their criticism of the multiple pages required to accomplish this task
in BASS.
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Insured Account Details Page (BASS)

{= BASS Usability - Microsoft Internet Explorer provided by Fireman's Fund
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s
Fireman's Fund®
Insurance Company
A company of ANianz @ BILLING ACCOUNT SERVICES
| Account & Payment Plan nsured Account Details  [Bl| Mortasase Account Detsils Down Payment B confirmation

Create New Billing Account

Fields marked with an asterisk (*) are required.

General Information

Bill Due Day 21 v

Payment Method |1|

Payor Information [i]

Name Jeff Adams In Care of

Daytime Phone Number (623) 566-1234 Billing Address Line 1 845 E McDowell Rd

Email Address [5] jadams@acme.com Billing Address Line 2 b
Update Payor Billing Address or Contact Information Billing Address Line 2

Change Payor to Other Than Named Insured City, State/Province, Zip Phoenix, AZ, 85006

Payor Banking Information
Account Nickname

1001

Account Holder

ABA Routing Number| | Bank Account Mumber | | Check Number |

Account Number*®

| |

| |
ABA Routing Number® I |

[ ],

| |

Re-enter Account Number*

— | 4

[ views [3 add Comment M 4 2:mcfizs P H Comment Panel: OFF  Guides: OFF True Logic: ON iRise

Done & Local intranet # 100% -

The overall user impression of this page was that it was extremely busy. Some users, in
spite of the visual indication in the navigational legend at the top of the page, thought
they were setting up their down payment. While users were able to successfully enter
required information, they did offer a number of negative observations:

New Issue: A couple of users noticed and were confused Serious
by the fact that the primary action button on this page
had the same label as the one from the previous page
(Create Billing Account). One commented, “Why do |
need to click this button again?” The combination of
lack of faith in where they were in the overall policy
issuance flow was exacerbated by the repeated label.

Recommendation: Consider for training; consider for
future enhancement.

New Issue: Some users were quite upset at seeing Moderate
location/account holder information displayed yet again,
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after cycling through similar data on multiple pages in
both the Quote and Policy flows in EPAS.

Recommendation: No need to cover in training; low
priority for future enhancement.

New Issue: Overall user impression was that the page Minor
was too busy/cluttered.

Recommendation: No need to cover in training; low
priority for future enhancement.

New Issue: Users questioned the value of an Account Minor
Nickname field on an agent-facing page: they saw
potential value for the policyholder, but questioned
providing/entering this information on the policyholder’s
behalf.

Recommendation: No need to cover in training; low
priority for future enhancement.

New Issue: Multiple users commented on having to re- Minor
enter the account number, but not having to re-enter
the routing number. They observed that it is customary
with other providers to require re-entering both.

Recommendation: No need to cover in training; low
priority for future enhancement.

New Issue: Some questioned the value of having a Minor
sample check integrated into the page that displays
where to locate the routing and account number on a
check. They noted other providers sometimes expose
this, but usually only via a clickable popup. A couple of
users went so far as to comment if a user needed a check
image to identify these numbers, they shouldn’t be using
the system.

Recommendation: No need to cover in training; low
priority for future enhancement.

Mortgagee Account Details Page (BASS)

No substantive issues were observed with this page.
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A

Account & Payment Plan E Insu

count Details H Mortgagee Account Details Down Payment H Confirmation

Down Payment for Policy AZA23456789

« Down payment required. Complete the Payment with Application section and click Make Payment.
* You will be redirected to a secure site to make your down payment by Credit/Debit Card or EFT.

* You may be reguired to re-enter banking information to ensure the data remains secure.

» Down payment includes any applicable surcharges.

Billing Account Information

Billing Account Number 12345671289

Policy Information

Processing Code 0481623 Agency Location Code: 1004163
Agreement Type Policy

Named Insured Information Policy Billing Information

Name Jeff Adams Payment Plan [&] Four Pay
In Care of Line Of Business Personal
Mailing Address Line 1 845 E McDowell Rd Martgagee Paid Yes

Mailing Address Line 2

City, State/Province, Zip Phoenix, AZ, 85006 L
Daytime Phone Number (623) 566-1234
Email Address [5] jadams@acme.com

Payment with Application

Pown Davmant Amaunt i1 . s
[ views [ Add Comment M 4 wmofus P M Comment Panel: OFF  Guides: OFF  True logic:ON RIS €&
Done & Local intranet # 100% -

While users understood the various down-payment options exposed on this page, they
did report a number of minor issues/annoyances:

Usability Issue Severity Rating

New Issue: Most users did not read the bulleted list of Moderate
explanatory text at the top of the page, and were thus
surprised when passed off to yet another system on the
following page (Clear Tran).

Recommendation: Possibly cover in training; low priority
for future enhancement.

New Issue: Users questioned the value of displaying the Minor
named insured information again after seeing it on
multiple pages in EPAS and on the preceding BASS page.

Recommendation: No need to cover in training; not a
priority for future enhancement.
New Issue: Upon seeing credit card exposed as an option Minor
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Usability Issue Severity Rating

for Down Payment Method, users expressed they would
want this option for ongoing account billing.

Recommendation: No need to cover in training; consider
for future enhancement.

Customer Information Page (Clear Tran)

(= BASS Usability - Microsoft Internet Explorer provided by Fireman’s Fund
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Allianz @) | &8, firemans

Please enter your billing information.
1. Customer Information
First Name: Jeff
tast Name:
Street: 345 E McDowell Rd
CustomerID: I 85006 |
123456 -
Gz
State: AZ W
o
¢ i} | k3
[ views [ Add Comment M 4 34cfizs b M Comment Panel: OFF  Guides: OFF  True Logi: 0N jR1§ €
Done % |ocal intranet H100% v

No major issues were observed with this page, although most users were initially
oblivious that they had been passed off to a third application system in spite of obvious
visual cues to the contrary. Users wondered why they were seeing Jeff Adams’ address
information again, although they did express relief that they did not have to re-enter
the data.

w
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Payment Information Page (Clear Tran)

{= BASS Usability - Microsoft Internet Explorer provided by Fireman's Fund
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Allianz @) | Firemans

Please enter your bank account information from the MICR line on your check. Note:
your account number may have blank spaces in it. Please do not enter the blanks, but
| be sure to enter all of the digits in your account number.
1. Customer Information
Amount Due: $200.00
2. Payment Information
CustomerID: W
123456
Amount: $200.00
Check Date: 3/21/2011
Hemo: E—
Next >
4
< | I
Views [3 Add Comment M 4 3scfizs b M Comment Panel: OFF  Guides: OFF  True LogicON  jR1S€
Done ‘ﬂ Local intranet # 100% v

Users were extremely unhappy upon reaching this page. Most had lost confidence by
this point that they had actually issued a policy, and all were extremely vocal in their
unhappiness at having to re-enter account information. The primary problems/user
observations with respect to this page:

Usability Issue Severity Rating

New Issue: Users did not like having to re-enter account Serious
information.

Recommendation: Possibly cover why re-entry of this
information is required in training; consider for future
enhancement.

New Issue: Some observed that they thought down Moderate
payment account information should be specified prior
to actual billing account information.

e Regardless of which account information is
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Usability Issue Severity Rating

provided first, users expressed that the system
should expose an option to pull account information
forward to the secondary application if users elect
to use the same account for both ongoing account
billing as well as the initial down payment.

Recommendation: No need to cover in training; consider
for future enhancement.

Validate Information Page (Clear Tran)

{= BASS Usability - Microsoft Internet Explorer provided by Fireman's Fund
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_
Customer ID: 123456
1. Customer Information L Jeff Adams
Address: 845 E McDowell Rd

Phoenix, AZ 85006
2. Payment Information

3. validate Information Payment Information
Pay To: ABC Company
CustomerID: Account Number: =
123456 T
Bank Routing Number:
Payment Amount: $200.00
This electronic payment service is provided through ClearTran subject to its current
Terms and Conditions. To authorize this transaction and accept ClearTran's current
Terms and Conditions, please select the "I accept the Terms and Conditions" checkbox
below. To view ClearTran's current Terms and Conditions, please click on the "Terms
and Cendtions" link below. |
Terms and Conditions
[] 1 accept the Terms and Conditions
POWERED BY

| Cancel ”Suhmil Payment

ClearTran

bl
£ I11T¥ | l
Views [ Add Comment 4 4 36cfizé P M Comment Panel: OFF  Guides: OFF  True Logic: ON iRise
Done & Local intranet Ho100% -

A couple of minor issues were observed with respect to this page:

Usability Issue Severity Rating
New Issue: Most users did not click the Terms and Minor
Conditions hyperlink to view the requirements.
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Usability Issue Severity Rating

Recommendation: No need to cover in training; low
priority for future enhancement.

New Issue: A couple of users commented that they did Minor
not feel comfortable checking the “l accept the Terms
and Conditions” check box to accept the terms on their
clients’ behalf.

Recommendation: No need to cover in training; low
priority for future enhancement.

Confirmation Page (Clear Tran)

(= BASS Usability - Microsoft Internet Explorer provided by Fireman's Fund
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Allianz () Fireman's
Fund
Your transaction was successfully completed.
1. Customer Information Confirmation Number: 27896543 A
2. Payment Information
3. validate Information
CustomerID:
123456
POWERED BY
| PN [ 4
£ I11T¥ ] l
[ views [P Add Comment 4 4 37cf126 P M Comment Panel: OFF  Guides: OFF  Truelogic:ON  jR1S€
Done ‘d Local intranet * 100% v

The following issue was observed with this page:

Usability Issue Severity Rating
New Issue: A number of users commented that they Minor
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Usability Issue Severity Rating

would appreciate an option exposed directly through the
page to print the confirmation number, or to email the
number to an email address.

Recommendation: Possibly cover in training; consider
for future enhancement.

Confirmation Page (BASS)
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BILLING ACCOU

|| Account & Payment Plan E Insured Account Details H Mortgagee Account Details Down Payment H Confirmation

Billing Account Details
Billing Account 1234567890 created successfully.
If you would like to make changes to this Billing Account, please make the changes below and click Update; otherwise, click Close to end your sessio

Fields marked with an asterisk (*) are required.

General Information

Billing Account Number 1234567890 Agency Location Code 1004163

Billing Account Type Insured Line Of Business Personal

Payment Method Bill Due Day

Payor Information [i]

Name Jeff Adams In Care of

Daytime Phone Number (623) 566-1234 Billing Address Line 1 845 E McDowell Rd
Email Address* [f] jadams@acme.com Billing Address Line 2

Update Pavor Address or Contact Information City,State/Province, ZIP Phoenix, AZ, 85006

Payor Banking Information

v
[P T I 1 —
< | >
[ views [P Add Comment 4 4 24cf126 P M Comment Panel: OFF  Guides:OFF  Truelogic:ON  jR1S€
Done & Local intranet Ho100% -

A number of users were confused by being returned to a BASS confirmation screen,
after seeing a page labeled confirmation in Clear Tran. One user commented, “Why am
| seeing this confirmation again?” The overall feeling by this point with users was one of
bewilderment: throughout the EPAS flows some questioned why they were seeing
redundant/identical data in the policy flow that matched what they had just seen in
qguote. This feeling of déja vu intensified as they again saw client data that they had
entered in EPAS repeated into the BASS flows. By the time they landed on the second
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confirmation page, some users were not sure if they had actually managed to
successfully create a policy.

New Issue: Some users were still not sure if they had Serious
issued a policy upon landing on this final confirmation
page.

Recommendation: Cover in training; high priority for
future enhancement.

Detailed Findings — Auto Usability Test

Participants who participated in this study were provided with the following high-level
scenario and supporting data in advance of the actual testing sessions.

Scenario: You will be creating an Allianz auto quote for a general market customer —
Eric Northman, and his wide Debra. You will confer with your client about the quote
and Billing Options, and then you will move forward with converting the quote to a
policy and issuing it. As a part of this overall work flow you will also be setting up a
billing account and providing the required down payment that is a part of the Allianz
product.

Task 1: Create a new auto quote for an existing customer named Eric Northman (555 E
Mano Drive, Phoenix, AZ 85087) and then convert the quote to a policy, issue it, and
process billing details.

Lines of Business: Personal Auto

State: Arizona

Processing Code / Description: 08000390 / ABC Insurance
Total Number of vehicles: 2

Customer Owns a Residential Property: yes

Eric Northman’s Occupation: Songwriter

Eric Northman’s Driver Status: Active Driver
Debra Northman’s Occupation: Art Dealer
Debra Northman’s Driver Status: Active Driver

Vehicle #1 (Eric’s): SAAB
Vehicle #2 (Debra’s): BMW

Vehicle #1 (SAAB) Estimated Annual Mileage: 12,000
Vehicle #1 (SAAB) Vehicle Usage: Work 10-20 Miles
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Vehicle #1 (SAAB) Loss Payee / Lessor: Lessor ABC Financial 1 Main Street,
Phoenix, AZ 85057
Loan / Lease Number: 123456789

Billing Account Details

Payment Plan: Four Pay

Bill Due Day: 15

Payment Method: EFT

Payor: Eric Northman

Account Nickname: Household Checking
Account Routing Number: 123456789
Account Number: 012345678912

Down Payment Amount: $200

Down Payment Method: EFT

Down Payment Payor: Eric Northman
Account Routing Number: 123456789
Account Number: 012345678912

Many pages in the Auto test flows are quite similar or nearly identical to their page
equivalents in the Home tests. Many similar or identical issues to those observed in the
Home tests were also observed in Auto, so much of the information in this section is
repeated from the observations from the Home tests.

Customer Summary Page

In the interest of getting session participants to the areas of EPAS the team was most
interested in testing, the test eliminated a number of starting screens agents would
typically interact with prior to starting the quote. Rather than having participants
search for an existing customer named Eric Northman, they picked up the task after
having already located Eric and began the test from the following landing page:
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2 |(‘\ http:,.’,.’Iocalhast:4819,ﬁRise,.’reader,.’render,'jsessionid=53SBZBDDFDAFBEFFEZSQ?ACBCBBDEEB?dumrrV| [ X |

File Edit Wiew Favorites Tools Help

w [(-) E3 Auto Demo

[]

- B d=h v |:2bPage  {CF Tools + ?

I Simulation

Customer Summary

Information for Eric Northman

E3 Auto Demo | Customer Summary

View v ?

File v

-

CUSTOMER
SUMMARY
Address Other
Address 1 555 E MANO DR Customer Number 31979135
Address 2 Date of Birth 08/25/1976
City PHOENIX Gender M
State/Province Arizona Married or
ZIP /Postal Code 850878643 Marital Status Recognized Civil
Country United States ori L Union
rivers License
) Number 123456789

E-mail . Drivers License Az
Primary E-mail Address State

Date First Licensed 09/01/1992 T
Phone License Status Valid
Primary Phone Number Social Security

Number

High Net Worth No .

] views [3 add Comment H 4 6of 73 P M Comment Panel: OFF  Guides: OFF True Logic: ON iRise
Done ‘:J Local intranet * 100% v

From here, users were expected to click the Quotes tab to initiate a new quote. No
substantive problems were observed with this page.

Quotes Page

No substantive problems were observed with this page.

Quote Access Page

No substantive problems were observed with this page.

General Information Page (Quote)

No substantive problems were observed with this page.
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Policy Page (Quote)

{= E3 Auto Demo - Microsoft Internet Explorer provided by Fireman's Fund

| LBhary | [ INJote | | [Viahdate | | [Rlate |

General Poli Manual Incident
Information = Summary

Reports Underwriting Referral
Summary Summary

Quote Summary

Agency Information

Agency Name ABC Insurance
.@ Processing Code/Description * | 08000390 / ABC Insurance % =
Display Agency Contact Info O Yes @ No

Policy Coverage

Total Number of Drivers on Policy *
Total Number of Vehicles on Policy * D
|a Program Personal Auto ¥

To change pregram, return to the
General Information page and reselect Term

Comparison Rating (3 Yes ) No

Physical Damage Coverage Only O Yes ® No

Liability Coverage Type

H

| Combined Single Limit »

“armmhinad Qinala imid F | mmm e e
AL

[
>
—

=

The following issue was observed with this page:

Usability Issue Severity Rating

Existing Issue: Most users did not seem to understand Moderate
the relationship between the Comparison Rating radio
buttons and the additional quote options exposed
through the Quote Summary page.

e This lack of understanding was exacerbated by the
differences between the work-flows in Home vs.
Policy. When this option is set to Yes in Home,
additional fields are displayed that let users specify
deductible values, so the options exposed on Quote
Summary are more understandable.

Recommendation: Possibly cover in training; consider
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Usability Issue Severity Rating
for future enhancement.

Driver Summary Page (Quote)

(= E3 Auto Demo - Microsoft Internet Explorer provided by Fireman's Fund

Allianz @) | .48, frsr>s

QuoteAccess

[Dliary | [[Nlote | [ [Vialidate | [[Rlate |

Genera_l Policy Driver Manual Incident Vehicle Driver Assignment
Information Summary
Reports Underwriting Referral Quote Summary Action
Summary Summary

Driver
Select Msg Driver Number Name Date of Birth
® * 1 [Eric Morthman 8/25/1976

Add [ Wiew-Modify ] [Delete]

|A
e

The following serious issue was observed with this page:

Usability Issue Severity Rating

Existing Issue: Users did not realize that they needed to Serious
click the View-Modify button to specify settings required
for the test. After questioning and prompting, these
users expressed a strong preference for having all data
that is required for generating an accurate quote be
exposed through the primary page navigation flows,
rather than being relegated to secondary pages.

Recommendation: Cover in training; high priority for
future enhancement.

Company Confidential 52 03/23/2011



Driver Detail Page (Quote)

Fireman's Fund”
Insurance Company

A company of Allianz @

= E3 Auto Demo - Microsoft Internet Explorer provided by Fireman's Fund

Insurar’l:e SDUTE- based upon ir;furmat\un contained in that Credit Report
Driver Information

Driver Number 1

Driver Name * Eric Northman - Named Insured VH

Add/Change Driver ]

Date of Birth 8/25/1876

I@ Original Date Licensed 8/25/1992
Gender Male

Marital Status Married

License Exception Condition
License Number 123456789
License State AZ

Driver Occupation *‘ (Please Select) hd

Driver Status *‘ (Please Select)

Discounts

Driving History

License Suspended or Revoked * OYES ® No
Financial Responsibility Filing * OYES @ Mo
Add Ancther Driver

<

|

The following issues were observed with this page:

Usability Issue Severity Rating

Existing Issue: Users didn’t understand the Add/Change
Driver button.

Recommendation: Possibly cover in training; low priority
for future enhancement.

Moderate

Existing Issue: Users questioned the value of many of the

occupations exposed through the Driver Occupation list,

noting that rarely encountered options such as Magician

are available from the list, but much more common

options are not.

e Since the occupation has a material impact on the

guoted rate, users indicated they’d like to see FFIC
spend some time cleaning this list up.

Recommendation: No need to cover in training; consider
for future enhancement.

Moderate

Existing Issue: Some users weren’t sure how second

Minor
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Usability Issue Severity Rating
driver was added to the Driver Name list.

Recommendation: Possibly cover in training; low priority
for future enhancement.

Manual Incident Summary (Quote)
No substantive issues were observed with this page.

Current Carrier Vehicle List (Quote)

(= E3 Auto Demo - Microsoft Internet Explorer provided by Fireman's Fund

Allianz @) | 48, fiegs

QuoteAccess

[ [R]ate ]

[ [v]alidate ]

[Dliary ] [ [N]ote ]

General = - Manual Incident Current Carrier -
Vehicle List

Driver Reports Underwriting Referral e _
Assignment SeeySummany S

The following vehicle information was obtained from a Current Carrier report for Eric Northman on 2/21/2011

Vehicles
Year Make VIN Type Add to Quote/Policy
2004 SAAB YS3FH79YA2083726927  Private Passenger Yes @ No O
2008 BMW B292772950925A2927 uUnknown Yes ® No (o]
2007 Harley-Davidson 1HDZBXW1X7K123456 Motorcycle Yes 0 No ®

[ Add Selected vehicles |

A number of serious issues were observed with this page:

Usability Issue Severity Rating

New Issue: Most users did not notice the page being Serious
dynamically added to the navigational tab at the top of
the list, nor did they notice when it was removed after
clicking the Next button.

Recommendation: Cover in training; high priority for
future enhancement.

New Issue: Users did not understand that they needed Serious
to click the Add Selected Vehicles button: they thought
that simply selecting the appropriate radio button option

Company Confidential 54 03/23/2011



Fireman's Fund"
Insurance Company

A company of Allianz @)

Usability Issue Severity Rating

for each vehicle and then clicking the Next button would
be sufficient (their interpretation is actually consistent
with generally accepted design standards).

e Since the page is a “one-off” that is dynamically
added and then removed from the page flow, if
users didn’t properly add vehicles, they would need
to add manually later, increasing their frustration
level and the time it takes to generate a quote.

Recommendation: Cover in training; high priority for
future enhancement.

Vehicle Summary Page (Quote)

(= E3 Auto Demo - Microsoft Internet Explorer provided by Fireman's Fund

Allianz @) | 48, fiegs

QuoteAccess

(

[D]\ary] [[N]Dte] [ [v]alidate ] [[R]ate]

General = Manual Incident _ - -
“ Ve e e
Reports Underwriting Referral -
Summary SO S e

Vehicle
Select Msg Vehicle Number Year Make Model Vehicle Type Class Code Premium

[l * 1| 2004|SAAB |3-3 AERC |Private Passenger| G490 5 950.50

(ol 2| 2008|BMW (1281 Private Passenger|M480 $ 1,100.50

The following issue was observed with this page:

Usability Issue Severity Rating

Existing Issue: Users were not aware that they needed to Serious
click the View-Modify button to specify/provide
additional data required for the test case. After
guestioning and prompting, these users expressed a
strong preference for having all data that is required for
generating an accurate quote be exposed through the
primary page navigation flows, rather than being
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relegated to secondary pages.

Recommendation: Cover in training; high priority for
future enhancement.

Vehicle Detail Page (Quote)

(= E3 Auto Demo - Microsoft Internet Explorer provided by Fireman's Fund

General Policy Driver Manual Incident Vehicle Driver Assignment -
Information Summary

Reports Underwriting Referral -

Frrrreen Frrree Quote Summary Action

¥ehicle Detail =
L Description | vawe _______________JPremiun]
Vehicle Information
Vehicle Number 1
Vehicle Type *l Private Passenger A =
Year *m‘m
Make * SALB
Madel #9-3 AERCQ
VIN Y23828VWAZ08372652)

Search for Wehicle

Estimated Annual Mileage

Vehicle Use *| (Please Select) v
@ override VIN O Yes @No
PGS Symbol C
Safety Equipment *| passive Restraint - Both Front Seats v
Anti-Lock Brakes ® Yes O No
Special Consideration Vehicle Yes . No

Vehicle altered, Kit Car or Replicar OYas ® No

|~

i} I E

The following issue was observed with this page:

Usability Issue Severity Rating

New Issue: Users were confused by where they needed Minor
to enter loss payee data. From a user’s perspective, this
is exposed in an unnatural/unexpected place and doesn’t
match their expected work-flow.

Recommendation: Cover in training; consider for future
enhancement.

Driver Assignment Page (Quote)

No substantive issues were observed with this page.

Reports Summary Page (Quote)

No substantive issues were observed with this page.
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Underwriting Referral Summary (Quote)

No substantive issues were observed with this page.

Quote Summary Page (Quote)

.f.; E3 Auto Demo - Microsoft Internet Explorer provided by Fireman's Fund |zH

[FIEGISE UE MTTOTTITEL (e 1 COTTECUUIT WL TS P YOO UF dppICaor (07 ISUTalICE, We (11dy TEWIEW youl LreUl Tepurt UT UDLEIT UF USE o CIEull DaseU ST dIIvE SUUTCE Dased ol i
lcredit report.

General Information Policy Information | Vehicle Information | Driver Infermation

. ame _______________________________ Jaddress ___ __________________________________________________[Phon

Insured Eric Northman 555 E MANO DR, PHOEMLX, AZ 850878643

Agency ABC Insurance 3201 Tatus Blvd. £205, Phoenix, AZ 85001 502-3¢

Policy Information General Information | Yehicle Infermation | Driver Information

‘Quote Number QPADO007219 Program Personal Aut

Effective Date 4/1/2011 Expiration Date 10/1/2011

‘Writing Company National Surety Corporation Total Premium $ 2,091.00
T S option L Option 2

Total Policy Premium $ 2,091.00 § 2,036.00

Coverages and Forms

Vehicle Information General Informaticn | Policy Informaticn | Criver Infermaticn

[_lvear _JMake ___fmModel _______Jvun _______________________[Principaloperator _______________[Assigned Operator |

1 2004 SAAB 9-3 AERO YSIFHTFEY *aFrrsda Eric Northman Eric Northman

2 2008 BMW 1281 WBAUN135*g** s Debra Northman Debra Northman

Year Make Model VIN Principal Operator Assigned Operator W
2004 SAAR §-3 AERO YSIFH7G Y™ 4mmmmmms Eric Northman Eric Nerthman

Price Group Symbol Anti-Lock Brakes Safety Equipment Total Vehicle Premium

c Yes Passive Restraint - Beth Front Seats

‘Garaging Address
555 E MANG DR, PHOENIX, AZ 350878643

[ option 1 Option 2

Total Vehicle Premium 5 5880.50 % 965.00

‘Vehicle 1 Coverages and Ferms

[Vehicle 2 Information

Vane Malra Madal uTM Duinrinal Anasatas Accinnad Nnasatas ]

H

Users expressed a great deal of dissatisfaction with this page:

Usability Issue Severity Rating

Existing Issue: Most users had no idea how the multiple Moderate
guote options (Chosen, Option 1, and Option 2) were
generated. As they had not specified any additional
deductible options (as is the case in the Home flow), the
values displayed on this page had no meaning to them.
They also didn’t understand the relationship to the
Comparison Rating radio button (which defaults to Yes)
exposed through the General Information page in Quote.

Recommendation: Possibly cover in training; consider
for future enhancement.

Existing Issue: Users commented that a great deal of Moderate
redundant information was displayed in the quote,
making it hard to identify information they really needed
to see. For example, vehicle data, client data, etc. is
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repeated on multiple areas of the page.

Recommendation: No need to cover in training; consider
for future enhancement.
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Usability Issue Severity Rating

likely contributes to some of the reported user problems
with finding data. At a minimum, it is recommended
that all table columns line up with each other to ease
scanning of data, similar to the new Quote Summary
design in the Home application flow.

Recommendation: No need to cover in training; consider
for future enhancement.

Existing Issue: Users indicated that some of the regions Moderate
that are collapsed by default should be expanded.

Recommendation: No need to cover in training; consider

for future enhancement.

Existing Issue: The poor organization/layout of the page Minor

Company Confidential 58

03/23/2011



Fireman's Fund"
Insurance Company

A company of Allianz @
Action Page (Quote)

(= E3 Auto Demo - Microsoft Internet Explorer provided by Fireman's Fund

Allianz @) | 48, fispas

QuoteAccess

[D]lary] [[N]ote] [ [V]alidate ] [[R]ate]

General . Manual Incident - -
e el BT T N Y
Reports Underwriting Referral "
Summary Summary Quote Summary Action

Action *| Accept & Copy to Policy |+

Reason * |A::ept and Copy to New Policy v|

semmert I:l
Transaction History

[Effective] Status |action|Reason{Comment

In Progress Create

1l >

|

This page and the subsequent General Information page in Policy caused significant user
confusion. The combination of the Submit button and the policy number that showed
up on the subsequent policy General Information page led users to the erroneous
assumption that they had already issued the policy, which led to pronounced reluctance
to edit any of the information displayed in the Policy flow. The following primary issues
were observed with this page:

Usability Issue Severity Rating

Existing Issue: Users commented/noted that the Submit Serious
button felt very “formal”, and implied that after clicking
it, the policy would be issued.

Recommendation: Consider for training; high priority for
future enhancement.
Existing Issue: Terminology exposed through the Action Moderate
drop-down did not resonate with users:
e Users equated the Accept and Copy to Policy option
with policy issuance.
e Users questioned why a Discard option was needed.
e Users were not entirely sure what the Suspend
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option meant, but with additional questioning from
the usability moderator, hypothesized that this
meant save.

Recommendation: Cover in training; consider for future
enhancement.

General Information Page (Policy)

(= E3 Auto Demo - Microsoft Internet Explorer provided by Fireman's Fund

Allianz @) | 48, e

PolicyAccess

[Dliary ] [[N]Dte] [ [V]alidate ] [[R]ate]

General s Manual Incident - Driver
[nformation “ S
Reports Underwriting Referral - -
Summary FolieySummar e

Policy Number 86033933 E
Line of Business Personal Auto
Company Firemans Fund - A Company of Allianz
State Arizona
Effective date @ reselect
Expiration Date @
Renewal Status Automatically Renew
Named Insured = Eric Northman
Mailing Address 555 E MANO DR
d “ PHOENIX, AZ 830878643
Second Named Insured Add
Agency ABC Insurance

remove

3201 Tatus Blvd. 2205 select address

Phoenix, AZ, 85001

[—— ¥

I | 3

|

Substantial confusion was observed across multiple users when being presented with
largely identical data in the policy flow: multiple users wondered why they had to
review the redundant data a second time. The highly detailed nature of the questions
asked during the quote process led users to believe they’d already issued a policy by the
time they clicked the Submit button from the Quote action page. This led to a fair

amount of subtle (and some outright) bewilderment and hostility on the part of the
users.

Specific to the General Information page itself, one substantial problem was observed:

Usability Issue Severity Rating
Existing Issue: The Policy Number field led users to Serious
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mistakenly assume that a policy had already been issued
at this point, causing extreme reluctance to edit/modify
values in the policy work-flow.

Recommendation: Cover in training; high priority for
future enhancement.

Policy Page (Policy)
No substantive issues were observed with this page.

Driver Summary Page (Policy)

= E3 Auto Demo - Microsoft Internet Explorer provided by Fireman’s Fund

I Simulation Document | E3 Auto Demo / Driver Summary policy File ¥  View v ?

Allianz @) | .48, fign

PolicyAccess

[Dliary | [[Nlote ] [ [Vlalidate | [([Rlate]

General = . Manual Incident = Driver
o

Reports Underwriting Referral - _
Shmmry Tt Policy Summary Action

Driver

Select Msg Driver Number Name Date of Birth
O 1 8/25/1976

® 2  |bebra Northman 3/7/1980

Eric Northman

add] [ view-Modify | [ Delete |

o

< 0] | =
[ views [3 Add Comment M 4 a1cf3 » M Comment Panel: OFF  Guides: OFF  True LogicON RIS &

As this page is essentially a repeat of what is displayed in Quote, the same issue was
observed:

Usability Issue Severity Rating

Existing Issue: Users did not realize that they needed to Serious
click the View-Modify button to specify settings required
for the test. After questioning and prompting, these
users expressed a strong preference for having all data
that is required for generating an accurate quote be
exposed through the primary page navigation flows,
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rather than being relegated to secondary pages.

Recommendation: Cover in training; high priority for
future enhancement.

Driver Detail Page (Policy)

(= E3 Auto Demo - Microsoft Internet Explorer provided by Fireman's Fund |Z||§Hg|

I' | Simulation | Document | EZ Auto Demo | Driver Details employees Fila v  View v ?
1 3 =
L oDescrption | vale | n
In cennectien with this Premium Quotation of Application for Insurance ,
we may review your Credit Report or obtain or use a Credit Based
Insurance Score based upon information contained in that Credit Report
Driver Information
Driver Number 1
Driver Name *‘ Eric Northman - Named Insured v " Add/Change Driver
Date of Birth 8/25/1976
l@ Original Date Licensed 8/25/1992
Gender Male
Marital Status Married
License Exception Condition
License Number 123456789
License State AZ
Driver Occupation *‘ (Please Select) V|
Driver Status *‘ (Please Select) hd ) |
Discounts
v
< il | >
[ views [3 Add Comment H 4 w7 » M Comment Panel: OFF  Guides: OFF  True Logic: ON iRise

As this page is essentially a repeat of what is displayed in Quote, the same issues were
observed:

Usability Issue Severity Rating

Existing Issue: Users didn’t understand the Add/Change Moderate
Driver button.

Recommendation: Possibly cover in training; low priority
for future enhancement.
Existing Issue: Users questioned the value of many of the Moderate
occupations exposed through the Driver Occupation list,
noting that rarely encountered options such as Magician
are available from the list, but much more common
options are not.

e Since the occupation has a material impact on the
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guoted rate, users indicated they’d like to see FFIC
spend some time cleaning this list up.

Recommendation: No need to cover in training; consider
for future enhancement.

Existing Issue: Some users weren’t sure how second Minor
driver was added to the Driver Name list.

Recommendation: Possibly cover in training; low priority
for future enhancement.

Manual Incident Summary Page (Policy)
No substantive issues were observed with this page.

Vehicle Summary Page (Policy)

{= E3 Auto Demo - Microsoft Internet Explorer provided by Fireman's Fund

I' | simulation | Document | E2 Auto Demo / Vehicle Summary policy File v View v 2
Allianz @) | .48, fisp

PolicyAaccess

[oliary | [[Mete ] [ [vialidate ] [[Rlate ]

General E Manual Incident _ Driver
“ Vet
Reports Underwriting Referral . _
BT Selicy Summary S

Vehicle
Select Msg Vehicle Number Year Make Model Vehicle Type Class Code Premium

[ = 1| 2004 |SAAB (9-3 AERQ |Private Passenger| G490 § 930.50
i i 2| 2008 [BMW [1281 Frivate Passenger|N450 $1,100.50
I[ Renumber ][ Add vehicle ”_ View-Modify ] [ Delete ] L Optional Coverages & Additional Interests ]

4 i} } l!

[ views [ Add Comment M4 ez » M Comment Panel: OFF  Guides: OFF  True LogicON jR1S€

As this page is essentially a repeat of what is exposed through Quote, the same issue
was observed:

Usability Issue Severity Rating
Existing Issue: Users were not aware that they needed to Serious
click the View-Modify button to specify/provide
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additional data required for the test case. After
guestioning and prompting, these users expressed a
strong preference for having all data that is required for
generating an accurate quote be exposed through the
primary page navigation flows, rather than being
relegated to secondary pages.

Recommendation: Cover in training; high priority for
future enhancement.

Vehicle Detail Page (Policy)

/= E3 Auto Demo - Microsoft Internet Explorer provided by Fireman's Fund

I | simulation | pocument | E2 Auto Demo / Vehicle Details palicy File v View v ?
-
______________ Descripton | Vale ________________|Premium]

Vehicle Information
Wehicle Number 1
Vehicle Type *‘ Private Passenger -
Year *m‘[_]
Make *gAAB
Model #[9-3 AERO
WVIN *|Y23928VWA208372692
Search for Vehicle
Estimated Annual Mileage

[B) vehicle Use ’

Override VIN O Yes G Ne 3
PGS Symbol c

Safety Equipment *[ Passive Restraint - Both Front Seats ¥

Anti-Lock Brakes @ Yes e

Special Consideration Vehicle OYes ® Mo

ehicle Altered, Kit Car or Replicar OY&; ® Mo

Vehicle Modified / Special Equipment OY&; ® Mo |
Existing Damage to Vehicle = OYa@Na

Garaging Information

Vehicle Garaged at Primary Address * @Yes o) Mo

Rating Territory

Coverages

Physical Damage Coverage Only OYa ® Mo

Liability Coverage Type Combined Single Limit $258.00

Combined Single Limit 300,000

Medical Payments Limit 1,000 $26.00

Reject Uninsured Motorists Coverage No 3
(] views [3 Add Comment H 4 =33 b M Comment Panel: OFF  Guides: OFF  True Logic: DN iRise

As this page is essentially a repeat of what is exposed through Quote, the same issues
were observed:

Usability Issue Severity Rating

New Issue: Users were confused by where they needed Minor
to enter loss payee data. From a user’s perspective, this
is exposed in an unnatural/unexpected place and doesn’t
match their expected work-flow.
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Usability Issue Severity Rating
Recommendation: Cover in training; consider for future
enhancement.

Driver Assignment Page (Policy)

No substantive issues were observed with this page.

Report Summary Page (Policy)

No substantive issues were observed with this page.

Underwriting Referral Page (Policy)
No substantive issues were observed with this page.

Policy Summary Page (Policy)

(= E3 Auto Demo - Microsoft Internet Explorer provided by Fireman's Fund ‘;”E”Z‘

General . Manual Incident . Driver £
Information AinEr Summary vElEE Assignment ==

[ underwriting Referral -
poticy Summary fetion

[_print screen_| [ View/Print [Plalicy Document ] [ view Billing Options__| [__IElxpand all_] [__[Clollapse all

Flease be informed that in connection with this premium quotation of application for insurance, we may review your credit report or obtain or use a credit based insurance source based on information containe
leredit report.

General Information Eolicy Information | Wehicle Information | Driver Information

L MName ______________________________ Jaddress ____________________________________________[PhoneNumber
Insured Eric Northman 555 E MANO DR, PHOENIX, AZ 850878643

Agency ABC Insurance 3201 Tatus Blvd. #205, Phoenix, AZ 85001 502-347-8770
Policy Information General Information | Vehicle Information | Driver Informaticn

Policy Number VZAB7033627 Program Personal Auto
Effective Date 4/1/2011 Expiration Date 10/1/2011

Writing Company National Surety Corporation Total Premium $2,091.00

Coverages and Forms

Vehicle Information General Informatien | Pelicy Informatien | Driver Infermatien

| _[vear ___IMake ___Model ________pan ______________________________[PrincipalOperator ________________[Assigned Operator |

1 2004 SAAB 3-3 AERO YS3FHTEY s Eric Morthman Eric Northman |
2 2008 BMW 1281 WBAUN135%g*=s=ass Debra Northman Debra Northman

Year Make Model VIN Principal Operator Assigned Operator

2004 SAAB -3 AERO YS3FHTG Y mmmsn Eric Northman Eric Morthman

Price Group Symbol Anti-Lock Brakes Safety Equipment Total Vehicle Premium

c es Passive Restraint - Both Front Seats

Garaging Address
555 E MANO DR, PHOENIX, AZ 850878643

Vehicle 1 Coverages and Forms

[vehicle 2 Information

Year Make Model VIN Principal Operator Assigned Operator
2008 BMW 1281 WEAUN135*gussms=s Debra Northman Debra Northman ~
3 m | >

As this page is essentially a repeat of the Quote Summary page exposed through the
guote flow, the same issues were observed:

Usability Issue Severity Rating
Existing Issue: Most users had no idea how the multiple Moderate
guote options (Chosen, Option 1, and Option 2) were

populated.
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Usability Issue Severity Rating

Existing Issue: Users commented that a great deal of
redundant information was displayed in the quote,
making it hard to identify information they really needed
to see.

Recommendation: No need to cover in training; consider
for future enhancement.

Moderate

Existing Issue: Users indicated that some of the regions
that are collapsed by default should be expanded.

Recommendation: No need to cover in training; consider
for future enhancement.

Moderate

Existing Issue: The poor organization/layout of the page
likely contributes to some of the reported user problems
with finding data. At a minimum, it is recommended
that all table columns line up with each other to ease
scanning of data, similar to the new Quote Summary
design in the Home application flow.

Recommendation: No need to cover in training; consider
for future enhancement.

Minor
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Billing Page (Policy)

/= E3 Auto Demo - Microsoft Internet Explorer provided by Fireman's Fund

I* | simulation | Document | EZ Auto Demo / Billing/ Commission Fle v  Wiew v ?

Allianz @) | 48, fre

>

PolicyAccess

[ [Dliary ] [lN]DtE] [ [v]alidate ] [[R]ate]

General poli Manual Incident Driver
Information v Summary Assignment
Reports Underwriting Referral = -
Firrirery Sy Policy Summary Billing

Billing Information
T T S
Billing

Billing Method =| Direct Bill %

Print Override
l@ Send Printed Dacuments to FFIC Office [please Select]

MNote: BASS (Billing Account Set-up System) may be
presented at issuance or endorsement of the policy to
collect additional billing information.

L
i | »

[} views [ Add Comment M4 s b M Comment Panel: OFF  Guides: OFF  True Logic: ON iRise

A~

This page was a source of a great deal of user confusion. Users expected to be able to
setup all aspects of their billing account from this page, and were somewhat bewildered
that expected options such as payment method, bill due day, etc. were not exposed.
Users clearly articulated that they expected to be able to setup their billing account
prior to actual policy issuance.

Usability Issue Severity Rating

New Issue: Users thought they were actually setting up Serious
their billing account from this page.

Recommendation: Cover in training; high priority for
future enhancement.
New Issue: Users didn’t notice or read the BASS message Serious
about setting up the billing account.
e When their attention was drawn to the text by the
usability facilitator, most users indicated they didn’t
really understand what the message meant.
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Usability Issue Severity Rating

Recommendation: Cover in training; consider for future
enhancement.

New Issue: Users didn’t understand the Send Printed Minor
Documents to FFIC Office option.

Recommendation: No need to cover in training; low
priority for future enhancement.

Action Page (Policy)

(= E3 Auto Demo - Microsoft Internet Explorer provided by Fireman's Fund

I’ Simulation Document | E3 Auto Demo | Action policy File v Wiew v ?

PolicyAccess

Allianz @) | 48, Fiepers |

[oliary | [[Mote] [ [vialidate | [[Rlate ]

General = Manual Incident - Driver
“
Reports Underwriting Referral - -
Frore o i Policy Summary Action

Complete Transaction %

Transaction History
[Effective] Status Jaction[Reason[Comment]

In Progress Create

Action *
®

Reason

< I | 3
[ views [P Add Comment W 4 @dn kM Comment Panel: OFF  Guides: OFF  True Logic: ON jR1§ €

Similar to the observations in the Home test, this page temporarily helped alleviate user
confusion over policy issuance, until users were again presented with the BASS billing
screens after the context switch. The same issue with respect to the Action drop-down
values was observed:

Usability Issue Severity Rating
Existing Issue: Terminology exposed through the Action Moderate
drop-down did not resonate with users:
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Usability Issue Severity Rating

e Users questioned why a Discard option was needed.

e Users were not entirely sure what the Suspend
option meant, but with additional questioning from
the usability moderator, hypothesized that this
meant save.

Recommendation: Cover in training; consider for future
enhancement.

iLog and Underwriting Referrals Discussion

To spur some additional discussion about various iLog and Underwriting Referral error
conditions exposed in E3, two hybrid pages showing a number of the error conditions
were put together to elicit user feedback and discussion. The collection of errors was
not necessarily reflective of an underlying state that users would realistically expect to
encounter when issuing a policy, and was framed as such as part of the discussion. The
intent was to get feedback from users on how understandable the various messages
were.

(= E3 Auto Demo rlw - v3- 20110323 - Microsoft Internet Explorer provided by Fireman's Fund ‘;HE”X

General Manual Incident Driver
“
Reports Underwriting Referral
Felicy Summary fetion

Message
Validation Value required for Source
Driver #1, Report Display - Previous Insurance Information Detail #1 - Previous Insurance Information
Rating indicates no Previous Insurance in effect. If there is Previous Insurance, please provide evidence to the
Comeany.
validation Driver #1, Driver View Reports CLUE #1, Clue Claim Detail #1 - Value required for Assigned Driver Name

Driving History Report

Srmee Driver #1 - Driving History Report received.

CLUE Report Ordering Driver #1 - Auto CLUE Report Received.
Underwriting Referral Risk is ineligible - Vehicle is altered or Kit Car/Replicar.

Action [Please Select v |
Reason P\ease Select

commene I:l

Transaction History
Comment

In Progress Create

E3
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(= E3 Auto Demo rlw - v3- 20110323 - Microsoft Internet Explorer provided by Fireman's Fund

Allianz @) | 48, Freps

PolicyAccess

General Manual Incident Driver
“

Kepnn‘s Underwriting Referral

Summaw B Policy Summary Action

[Elxpand All [C]ollapse All

Message 4
Validation Value required for Source 8
Driver #1, Report Display - Previous Insurance Information Detsil #1 - Previous Insurance Information
Rating indicates no Previous Insurance in effect. If there is Previous Insurance, please provide evidence to the
Company.

Current Underwriting Referrals

_— Date Referral

Not Yet

Review for acceptability - a cc ion rate has not been gbtained. Review Needed

Referred
Risk is ineligible - Decline because an operator has a suspended or revoked license. potyys, Konjoxel

Referred Needed
Validate that a companion Homeowners policy exists or that the agent has submitted a preperty tax statement, a mortgage bill or other Not Yet

Review Needed
proof of homeownership . Referred —
Historical Underwriting Referrals
Referral Condition Date Referred Evaluated By Referral Status

Risk is ineligible - Vehicle is altered or Kit Car/Replicar. Obsalete

& i |

2

The following issues were observed/reported by users for the iLog errors:

Usability Issue Severity Rating

New Issue: All users were extremely dissatisfied at Serious
having these iLog messages triggered on the final page of
the policy issuance process. Users expressed a
preference to have the messages triggered in real-time,
close to the context when the problem state is detected.
Particularly for cases where multiple messages are
displayed, users expressed they would be frustrated by
having to address issues at the tail end of the issuing
process.

Recommendation: Cover in training; high priority for
future enhancement.

Existing Issue: Users expressed a strong preference to Moderate
have the Underwriting Referral linked back to the
problem state via a GoTo button similar to the other
error states.

Recommendation: No need to cover in training; consider
for a future enhancement.
Existing Issue: No one understood the “Value required Moderate
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Usability Issue Severity Rating
for source” error condition.

Recommendation: Possibly cover in training; consider
for a future enhancement.

Account and Payment Plan Page (BASS)

Fireman's Fund®
Insurance Company

A company of Allianz @

BILLING ACCOUNT SERVICES

Account & Pavment Plan ccount Details own Payment H Confirmation

Mortgaqgee Account Details

Billing Account Lookup Results

Fields marked with an asterisk (*) are required.
Eric Northman does not have any Billing Accounts

Policies not currently related to a Billing Account

» Eric Nerthman has 1 Policy(s) not related to a Billing Account.

» Place a check mark next to the Policy(s)/Submission(s) that are to be related to the same Billing Account. Select a Payment Plan from the
drop-down menu.

» If a Policy/Submission is not to be related, uncheck it.

* To relate the selected Policy(s) to a new Billing Account, click Create New Billing Account.

Select Policy/ Product Term Eff- Location/ [i] Agreement Payment Plan™ Line of Mortgagee
Submission # ective Date Processing Code Type Business Paid
AZABTE54321 AUTO 04/01/2011 1004163/0481635 Palicy Persanal Ma

Create New Billing Account

Users in the Auto test struggled more noticeably with the task of creating a billing
account than those in the Home test. As a result of this, after running several users
through the test using the create account scenario, a decision was made to run the test
relating to an existing billing account. This did help to significantly mitigate some of the
more pronounced user struggles.

Company Confidential 71 03/23/2011



Fireman's Fund”

Insurance Company
A company of Allianz @)
Fireman's Fund®
Insurance Company
A company of Allianz @& BILLING ACCOUNT SERVICES

e Account Details Down Payment Confirmation |

| Account & Payment Plan H Insured Account Details

Billing Account Lookup Results E

Fields marlked with an asterisk (*] are required.

Eric Northman has the following Billing Accounts

» These are the Billing Accounts to which the Policy(s) below can be related. Please make a selection.
* To view the details of a Billing Account, click the Billing £ccount Number.

Select Billing Billing Acc- Location Payor Name Billing Address Payment Line of Bill Due
Account # ount Type Code Method Business Day
@ 12345671289 Insured 1004163  Eric  Northman 555 E Mano Drive, Phoenix, AZ 85087 EFT Personal 10

Policies not currently related to a Billing Account

* [First] [Last] has 1 Policy(s) not related to a Billing Account.

» Place a check mark next to the Policy(s)/Submission(s) that are to be related to the same Billing Account. Select a Payment Plan from
the drop-down menu.

» If a Policy/Submission is not to be related, uncheck it.

* To relate the selected Policy(s) to the selected Billing Account, click the Relate Policies button.

» To relate the selected Policy(s) to a new Billing Account, click the Create New Billing Account button.

Select Policy/ Product Term Eff- Location/ Agreement Payment Plan* Line of Mortgagee
Submission # ective Date Processing Code Type Business Paid
AZAB7654322  HOME 04/01/2011 1004163/0481623 Policy Personal es

Relate Policies Create New Billing Account

The same issues observed in the Home test with respect to the context switch were also
observed in Auto, and even more pronounced. Whereas the EPAS work-flow followed a
wizard style approach in which users predominantly used the Next buttons to
sequentially navigate through pages and clicked on the navigation tabs when they
wanted to quickly jump from one page earlier or later in the flow, the learned
navigation behavior was no longer applicable once users switched to BASS. The
following primary differences contributed to user confusion after the context switch:

Usability Issue Severity Rating

New Issue: Whereas navigation in EPAS relies on Serious
consistent Next/Back buttons exposed on all pages, BASS
uses explicitly labeled buttons (such as “Create New
Billing Account”) to apply primary actions on a given
page and navigate to the next page in the sequence.

Recommendation: High priority for training; high priority
for future enhancement.

New Issue: While BASS does expose a legend at the top Moderate
of the page that lets the user know which page in the
overall navigation sequence is currently being viewed, it
was not implemented as a clickable navigation element
as is the case in EPAS.

Recommendation: Consider for training; consider for
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Usability Issue Severity Rating

future enhancement.
New Issue: Users also commented that the initial BASS Minor
landing page was too busy/wordy, and most users did
not bother to read the bullet options that provided
instructional text related to setting up a billing account.

Recommendation: No need to cover in training; low
priority for future enhancement.

Insured Account Details Page (BASS)

Fireman's Fund®
Insurance Company
Acompany of Allianz @) BILLING ACCOUNT SERVICES

Account & Pavment Plan Elnsured Account Details H ortgagee Acco etails . ow yme Ef Confirmation

Create New Billing Account

Fields marked with an asterizk (*) are required.

General Information
Bill Due Day

Payment Methad

Payor Information [i]

Name Eric Morthman In Care of

Daytime Phone Number (415) 899-1234 Billing Address Line 1 555 E Mano Drive
Email Address eric.northman@acme.com Billing Address Line 2

Update Pavor Billing Address or Contact Information Billing Address Line 2

Change Pavor to Other Than Named Insured City, State/Province, Zip Phoenix, AZ, 85087

Payor Banking Information
Account Nickname

1001

| |

Account Holder | |
e ' Z_SAMPLE -
o

Account Number® | |

| |

| ABA Routing Number | [ Bank Acoount Number | | Check Number |

Re-enter Account Number®

B [
Add Alternate Pavor NREILSREEIN O55k23L563 237 100G

Policies selected for the Billing Account
To view Policy/Submission 2 details, click on the Policy/Submission # from the list below.

Select  Policy/ Product Term Eff- Location/ [i] Agreement Payment Plan™ Line of Mortgagee
Submission # ective Date Processing Code Type Business Paid
AZABTE54321 AUTC 04/01/2011 1004163/0481635 Faolicy ' Personal No

Create Billing Account

The overall user impression of this page was that it was extremely busy. While users
were able to successfully enter required information, they did offer a number of
negative observations:
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New Issue: A couple of users noticed and were confused Serious
by the fact that the primary action button on this page
had the same label as the one from the previous page
(Create Billing Account). One commented, “Why do |
need to click this button again?” The combination of
lack of faith in where they were in the overall policy
issuance flow was exacerbated by the repeated label.

Recommendation: Consider for training; consider for
future enhancement.

New Issue: Some users were quite upset at seeing Moderate
location/account holder information displayed yet again,
after cycling through similar data on multiple pages in
both the Quote and Policy flows in EPAS.

Recommendation: No need to cover in training; low
priority for future enhancement.

New Issue: Overall user impression was that the page Minor
was too busy/cluttered.

Recommendation: No need to cover in training; low
priority for future enhancement.

New Issue: Users questioned the value of an Account Minor
Nickname field on an agent-facing page: they saw
potential value for the policyholder, but questioned
providing/entering this information on the policyholder’s
behalf.

Recommendation: No need to cover in training; low
priority for future enhancement.

New Issue: Multiple users commented on having to re- Minor
enter the account number, but not having to re-enter
the routing number. They observed that it is customary
with other providers to require re-entering both.

Recommendation: No need to cover in training; low
priority for future enhancement.

New Issue: Some questioned the value of having a Minor
sample check integrated into the page that displays

where to locate the routing and account number on a
check. They noted other providers sometimes expose
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Usability Issue Severity Rating

this, but usually only via a clickable popup. A couple of
users went so far as to comment if a user needed a check
image to identify these numbers, they shouldn’t be using
the system.

Recommendation: No need to cover in training; low
priority for future enhancement.

Down Payment Page (BASS)

Fireman'’s Fund®
Insurance Company

A company of Allianz @

BILLING ACCOUNT SERVICES

Confirmation

E Ins

Down Payment for Policy AZA23456739

* Down payment required. Complete the Payment with Application section and click Make Payment.
* You will be redirected to a =ecure site to make your down payment by Credit/Debit Card or EFT.

* You may be required to re-enter banking information to ensure the data remains secure.

* Down payment includes any applicable surcharges.

Down Payment

Account & Payment Flan

Billing Account Information

Billing Account Number 12345671289

Pelicy Information

Processing Code 0481623 Agency Location Code: 1004163
Agreement Type Policy

Named Insured Information Policy Billing Information

Name Eric Northman Fayment Flan Four Pay
In Care of Line Of Business Personal
Mailing Address Line 1 555 E Mano Drive Mortgagee Faid No
Mailing Address Line 2

City, State/Province, Zip Phoenix, AZ, 85087

Daytime Phone Number (415) 899-1234

Email Address [i] eric.northman@acme.com

Payment with Application

Ciown Payment Amount
(® Minimum Down Payment  $200 ) Payment in Full  $1,200 () other Amount I:l
Down Payment Method er ¥

Make Payment

While users understood the various down-payment options exposed on this page, they
did report a number of minor issues/annoyances:

Usability Issue Severity Rating
New Issue: Most users did not read the bulleted list of Moderate

explanatory text at the top of the page, and were thus
surprised when passed off to yet another system on the

Company Confidential 75 03/23/2011



a" Fireman's Fund”
- |nsurance Company

A company of Allianz @

following page (Clear Tran).

Recommendation: Possibly cover in training; low priority
for future enhancement.

New Issue: Users questioned the value of displaying the
named insured information again after seeing it on
multiple pages in EPAS and on the preceding BASS page.

Recommendation: No need to cover in training; not a
priority for future enhancement.

Minor

New Issue: Upon seeing credit card exposed as an option
for Down Payment Method, users expressed they would
want this option for ongoing account billing.

Recommendation: No need to cover in training; consider
for future enhancement.

Minor

Customer Information Page (Clear Tran)

No major issues were observed with this page, although most users were initially
oblivious that they had been passed off to a third application system in spite of obvious
visual cues to the contrary. Users wondered why they were seeing Jeff Adams’ address
information again, although they did express relief that they did not have to re-enter

the data.
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Payment Information Page (Clear Tran)

{= BASS Usability - Microsoft Internet Explorer provided by Fireman's Fund

@E;r - |@ http: flocalhost: 48 19/iRise freader frender 2dummy=0. 38891118502536 1158_target_key_=be8980d0%b37 V| || X |_ e Search | P
File Edit View Favorites Tools Help

w o [@FI.@AQS Access Suite Policy Ad... I@EBQUOTEfUSABrLlTY l@BASS Usabity x I_l fr - B - @ - [2hPage v EhTook v

L Simulation | Document | BASS Usability / EXT2 Fle v View ¥ ?

Allianz @) | Firemans

Please enter your bank account information from the MICR line on your check. Note:
your account number may have blank spaces in it. Please do not enter the blanks, but
| be sure to enter all of the digits in your account number.
1. Customer Information
Amount Due: $200.00
2. Payment Information
CustomerID: W
123456
Amount: $200.00
Check Date: 3/21/2011
Hemo: E—
Next >
4
< | I
Views [3 Add Comment M 4 3scfizs b M Comment Panel: OFF  Guides: OFF  True LogicON  jR1S€
Done ‘ﬂ Local intranet # 100% v

Users were extremely unhappy upon reaching this page. Most had lost confidence by
this point that they had actually issued a policy, and all were extremely vocal in their
unhappiness at having to re-enter account information. The primary problems/user
observations with respect to this page:

Usability Issue Severity Rating

New Issue: Users did not like having to re-enter account Serious
information.

Recommendation: Possibly cover why re-entry of this
information is required in training; consider for future
enhancement.

New Issue: Some observed that they thought down Moderate
payment account information should be specified prior
to actual billing account information.

e Regardless of which account information is
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Usability Issue Severity Rating

provided first, users expressed that the system
should expose an option to pull account information
forward to the secondary application if users elect
to use the same account for both ongoing account
billing as well as the initial down payment.

Recommendation: No need to cover in training; consider
for future enhancement.

Validate Information Page (Clear Tran)

Allianz @) | Hreman's

Customer ID: 123456
1. Customer Information Name: Eric Northman
Address: 555 E Mano Drive

Phoenix, AZ 85087
2. Payment Information

3. validate Information Pavment Information

Pay To: Fireman's Fund, & Company of Allianz
CustomeriD: Account Number: 012345678912
123456

Bank Routing Number: 123456789

Payment Amount: $200.00

This electronic payment service is provided through ClearTran subject to its current
Terms and Conditions. To authorize this transaction and accept ClearTran's current
Terms and Conditions, please select the "I accept the Terms and Conditions” checkbox
below. To view ClearTran's current Terms and Conditicns, please click on the "Terms
and Condtions” link below.

Terms and Conditions

1 accept the Terms and Conditions

POWERED BY

ClearTran

| Cancel ”Submi‘t Payment

A couple of minor issues were observed with respect to this page:

Usability Issue Severity Rating

New Issue: No users clicked the Terms and Conditions Minor
hyperlink to view the requirements.

Recommendation: No need to cover in training; low
priority for future enhancement.
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Confirmation Page (Clear Tran)

{= BASS Usability - Microsoft Internet Explorer provided by Fireman's Fund L

@g;ﬂ - |@ http:/flocalhost: 48 15/iRise freader frender 2dummy =0, 38891118502536 115&_target_key_=be89a V| 1| % |_ e Search ||EE|
File Edit View Favorites Tools Help

w [%H-@ AQS Access Suiite Palicy .. [@EsqucrrE-usasn_mr l@sass Usability x l_l f2 - B @ - [rpage r {FTecs+
I M| BASS Usability / EXT4 File v View v ?

Allianz @) | Firemans

Your transaction was successfully completed.

1. Customer Information Confirmation Number: 27896543

2. Payment Information

3. validate Information

CustomerID:
123456

POWERED BY

[l PR P bl
< i | >

[ views [ add Comment M 4 337of12e P M Comment Panel: OFF  Guides: OFF True Logic: ON iRise

Done 'ﬂ Local intranet Ho100% -

The following issue was observed with this page:

Usability Issue Severity Rating

New Issue: A number of users commented that they Minor
would appreciate an option exposed directly through the
page to print the confirmation number, or to email the
number to an email address.

Recommendation: Possibly cover in training; consider
for future enhancement.
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BILLING ACCOUNT SERVICES

| Account & Payment Plan

H Confirmation

Billing Account Details

Billing Account 1234567890 created successfully.

If vou would like to make changes to this Billing Account, please make the changes below and click Update; otherwise,

Fields marked with an asterisk (*) are required.

click Close to end your session.

General Information

Eilling Account Number 1234567890 Agency Location Code 1004163
Billing Account Type Insured Line Of Business Perzonal
Payment Method ' Bill Due Day '
Payor Information

Name Eric Northman In Care of

Daytime Phone Number (415) 899-1234

Email Address® eric.northman@acme.com

Update Pavor Address or Contact Information

Eilling Address Line 1
Eilling Addre=s Line 2

City,State/Province, ZIP

555 E Mano Drive

Phoenix, AZ, 85087

Payor Banking Information
Account Nickname Household Checking

Account Holder Eric Morthman

LABA Routing Number®

123456789

iR

1001

ALccount Number® LT T T Y YRR

Re-Enter Account Number™ LTI TTY T YRR

| B Routing Number | | Bank Account Number | | Check Number |

o

T T
HRZILSRAZIN D554 23L56423" LO0W

Add Alternate Pavor

A number of users were confused by being returned to a BASS confirmation screen,
after seeing a page labeled confirmation in Clear Tran.

Usability Issue Severity Rating

New Issue: Some users were still not sure if they had Serious
issued a policy upon landing on this final confirmation

page.

Recommendation: Cover in training; high priority for
future enhancement.

Detailed Findings — Online Bill Pay Test

If users finished one of the two primary tests with at least fifteen or twenty minutes to
spare, they also completed a brief test of the new Online Bill Pay system. Five users in
total provided feedback.
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Rllianz @) | <48, firpers
ONLINE BILL PAY

Please select an account. To search for a particular Billing Account, please click Ctrl + F and enter search criteria. You can also use your web browser controls
by selecting Edit and then selecting Find.

Your accounts with us:

Bonnie Clayton / 138 Happy Vallev Road / San Mateo CA 4080 *BPW000000100
Frank Allen / 100 Hollywood Blvd / Los Angeles CA $0028 *BPW000000200
Scott Summer / 800 16th Avenue / San Francisco CA 94108 *B 00300
Pater le / 8 Kensington Stn L n Franc A 94 0 20

The following issues were observed/reported by users with this page:

Usability Issue Severity Rating

New Issue: Users expressed a strong preference to have Serious
the list of billing accounts initially sorted by the last
name of the account holder. Many agents reported
there would be literally hundreds of accounts displayed
on this page, and with the current sorting mechanism by
account number, identifying and locating the account of
interest would be extremely problematic and time
consuming.

Recommendation: Possibly cover in training; high
priority for a future enhancement.

New Issue: Users expressed a strong preference for Serious
integrated search functionality for the account list.
Many agents reported there would be literally hundreds
of accounts displayed on this page, and with the current
sorting mechanism by account number, identifying and
locating the account of interest would be extremely
problematic and time consuming.

Users indicated they would like to be able to search by
client name (first and last) and policy number (not billing
account number).

Recommendation: Possibly cover in training; high
priority for a future enhancement.

Open Bills Page
No substantive issues were observed with this page.
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Payment Activity Page

Allianz @) | _48. fremans

__Payment Activity Frank Allen / 100 Hollywood Blvd / Los Angeles CA 90028 *BPW000000200
To display payment activity, select the appropriate search criteria:

Status Period

In Process » | [Last 12 Montns »#] m

Payment Activity l.linl.nllunﬂv: Due Status Payment Method View Invoice
There are sither no bills present or nens were found that match the search criteriz you entered.

" Should you have guestions regarding your account, or if you are late in making payment and would like to make payment by check or credit card, please click the
"Contact Us' link at the bottom of the page for information to reach us for assistance.

© 2002-2011 Fireman's Fund Insurance Company, Novato, CA. All rights resarved.
Contact Us | Leqgal | Privacy

The following issues were observed with this page:

Usability Issue Severity Rating

New Issue: Users questioned the value of the Status Minor
filter (which displays processed bills vs. those still in
process). They noted that after conducting the bill
search, a column is exposed that also displays this
information.

Recommendation: No need to cover in training; consider
for future enhancement.

New Issue: Users were confused by the label of this Minor
page: they expected it to be labeled something akin to
“Payment History”.

Recommendation: Possibly cover in training; consider
for future enhancement.

New Issue: Users indicated they wanted to see the Minor
processed date/received by date displayed with the
returned search results. This data is available, but not
initially exposed and not exposed in an intuitive manner.

Recommendation: Possibly cover in training; consider
for future enhancement.
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Appendix A: Survey Responses

All test participants were emailed a link to an online survey after completing the test.
To date, all eleven test participants have responded to some or all of the survey
guestions. Responses to individual questions are detailed in the following appendix.

1. Rate your overall reaction to the software.

Rating Response

difficult easy
Average Count
Working with the application is...  18.2% (2) 0.0% (0) 45.5% (5) 27.3% (3) 9.1% (1) 3.09 11
Comments
5
answered question 1
skipped question 0

Open-ended Responses:

e Not the easiest and not the hardest

e | believe it could be much easier as it seems to have too many screens but at the
same time it is pretty user friendly so will be able to be learned pretty quickly.

e Application process doesn’t flow well it seems that some info you have to enter
twice and errors should come up prior to having to submit the policy

e Cumbersome, hard to understand exactly where you are and what you are
looking at.

e Far too many clicks and screens and errors. It does not flow well at all. It takes
me twice the time to get a quote with Fireman’s than it does with any other
company. Very difficult to do business this way. | can only imagine how
challenging it will be when the homeowner’s system is rolled into EPAS. Yikes.
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2. Rate your overall reaction to the software.

Rating Response

frustratin satisfyin
: e Average Count
) ) S 54.5% 18 2%
Working with the application is__ 9. 1% (1) 9.1% (1) 6) @) 9.1% (1) 3.09 11
Comments
3
answered question 1
skipped question 0

Open-ended Responses:

e 0k, there could be fewer screens

e Application needs to print once you have completed the quote and are ready to
create app and issue

e Hard to decipher content.

3. Rate your overall reaction to the pages.

Rating Response

confusing clear
Average Count
) ) . , 40.0%
Organization of information is... 0.0% (0) @ 40.0% (4) 20.0% (2) 0.0% (0) 2.80 10
Comments
2
answered question 10
skipped question 1

Open-ended Responses:
e Doesn’t flow well

e Again, if | did not have as much training, experience with websites | would have
been extremely confused.

Company Confidential 84 03/23/2011



a" Fireman's Fund”
- |nsurance Company
A company of Allianz @

4. Rate your overall reaction to the pages.

Rating Response

confusing clear
Average Count
_ ) 10.0%
Sequence of screens is... 0.0% (0) ) 60.0% (6) 30.0% (3) 0.0% (0) 3.20 10
Comments ]
answered question 10
skipped question 1

Open-ended Responses:

e The sequence is okay but seems to be a lot of redundancy.

5. Rate your overall reaction to the work flow of the system.

Rating Response

misaligned aligned
Average Count

Application flow and my work flow

10.0% (1) 10.0% (1) 50.0% (5) 30.0% (3) 0.0% (0) 3.00 10
are...

Comments

2

answered question 10

skipped question 1

Open-ended Responses:

e | didn’t understand why when quoting if you wanted to issue you had to go
through the quote a second time.

e If I had to go back to change some information, is a little unclear as to where |
need to go...policy level, vehicle level??
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6. Rate your overall reaction to the terminology and system information.

Rating Response
inconsistent consistent

Average Count
Use of terms throughout the 10.0% 9 30.0%
L 0.0% (0) © 50.0% " 10.0% (1) 3.40 10
system is... (1 (5) (3)
Comments

4
answered question 10
skipped question 1

Open-ended Responses:

e However, | didn’t always understand them

e | think once you use the system it would be more understandable, but it’s that
learning curve that throws you off. | don’t think you can jump right in with both
feet the first couple of go rounds.

e Terms seem to be consistent but when it came to what | thought was the end,
issue and receive policy number, we were only half way done.

e On the first screen where it says “comparison rater”—I never had a clue what
that meant until | did this focus group.

7. Rate your overall reaction to the terminology and system information.

Rating Response

never always Average Count
Terminology is related to task...  0.0% (0)  10.0% (1) 60.0% (6) 30.0% (3) 0.0% (0) 320 10
Comments 0
answered question 10
skipped question 1
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8. Rate your overall reaction to the terminology and system information.

Prompts for input are...

Open-ended Responses:

Sometimes confusing
Was not always sure what it was asking for.

9. Rate your overall reaction to learning.

Learning to operate the system is__

Open-ended Responses:

| can’t imagine training a new employee on it.
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Rating Response

clear
Average Count
40.0% (4) 0.0% (0) 3.40 10
Comments
2
answered question 10
skipped question 1
Rating Response
easy
Average Count
40.0% (4)  0.0% (0) 320 10
Comments
2
answered question 10
skipped question 1

I’'ve been using the system for over a year and a half now so | know what to
expect. But, it’s not the most user friendly and every single time I've needed to

issue a policy | have had to call Support Central.
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10. Rate your overall reaction to learning.

Rating Response

never always
Average Count
Performing the task is _
) 0.0% (0) 20.0% (2) 70.0% (7) 10.0% (1) 0.0% (0) 2.90 10
straightforward...

Comments 0
answered question 10
skipped question 1

11. Rate your overall reaction to system capabilities.

Rating Response

difficult easy
Average Count
Correcting your mistakes is... 0.0% (0) 20.0% (2) 60.0% (6) 20.0% (2) 0.0% (0) 3.00 10
Comments
2
answered question 10
skipped question 1

Open-ended Responses:
e If you have to have a VIN look up on auto than ALL vehicles including GMC;s

need to be in there
e Once | could figure out where | needed to be the editing wasn’t too bad.

12. My most favorable aspects of the system are:

Response
Count
7
answered question 7
skipped question 4
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Open-ended Responses:

e adequate information was input to get an accurate quote

e seems easy enough to learn

e Being able to quote risks ourself [sic]

e Finally able to quote on our own No More Quote Team

e |don’t know that | have a ‘most favorable’ aspect.

o |like how if a customer is a current FF client, some of the info is automatically
pulled into the quote.

e its similarity to the EPAS system we are using. it seemed fairly familiar

13. My least favorable aspects of the system are:

Response
Count
7
answered question 7
skipped question 4

Open-ended Responses:

e number of screens, speed at which the screens move, needs to be more
straightforward with less “cover” screens

e way too many screens so much longer than necessary to perform tasks

e having to submit to issue to get errors.

e While the ability to quote different limits at the same time is helpful | would
prefer to be able to enter the coverage options myself not have a defaulted set
of limits (which may or may not be what | am looking for).

e Way too much information on the pages (which only half of it seems necessary).
Not sure what is what or where to go next. Seemed redundant in several parts.

e Too many screens, too many clicks, too many refreshes within the screens. Too
many errors, too many phone calls to support central to resolve. It's a very
inefficient system. | cannot understand why FF would not have taken a look at
Progressive or Travelers’ systems prior to rolling out EPAS—those systems are
user friendly, move fluidly and take about 1/3 of the time to get a quote.

e nothing specific really stands out.
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14. Your perspective is important to us. Are there any other comments you would like to share with us?

Response
Count
6
answered question 6
skipped question 5

Open-ended Responses:

e To compete in the marketplace for general insurance the system has to flow
quickly with minimal screens agents have many options and will always go the
path of least resistence [sic]

e Be able to print applications

e |don’tthink so. | believe the comments made during the Usability Study are
sufficient.

e |see that FF is trying to make improvements, but | still see that you all have a
long way to go. The EPAS system was a huge bust. When it comes down to
“ease of doing business”, this system presents major challenges.

e | enjoyed the opportunity to try the new system and offer feed back. | would
welcome similar opportunities in the future.

e Do not put policy number on quotes as it may cause confusion on policy being
issued or not.
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Appendix B: Related Documents

Recruiting Plan

Test Plan

Executive Summary of Findings

Recruiting Backgrounder

Recruiting Script

Pre-test Check List and Participant Greeting/Setup
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