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Research Debrief

Components
● Secondary Research
● Competitive analysis
● User personas
● User Interviews

Secondary Research
● Consumers rely on the recommendations of people within their

network—family, friends, trusted co-workers, etc.
● Insurance Policies are typically bought after major purchases, such as a home

or car, and can happen within a comparatively tight timeframe.
● Large amounts of consumers find selecting insurance and understanding how

it works.
● Many Americans don’t understand terms like “deductible” or “coinsurance”

very well.

Competitive Analysis
Allstate
Strengths

● Has a save and return later option.
● FAQ is a nice feature that allows users the chance to clear up any confusion

that they might have.
● The “GET A QUOTE” Button is not overly intrusive like other competitors.
● The option to retrieve a previous quote is a nice feature.
● The “Stories and Tips” section on the landing page is a nice feature.

Weaknesses
● Has a save and return later option.
● Explanations of each policy are clear and easy to understand.
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Statefarm
Strengths

● Good branding overall.
● The brand blurb at the bottom of the landing page is a nice feature and also

gives the user a sense of transparency about the company.
● The navigation bar is organized well.
● Beautiful illustrations for each policy page.
● Policy pages tell you how to calculate your property value.

Weaknesses
● Some of the headings/sections on the landing page are confusing.
● The insurance categories with the navigation bar disjointly make use of either

icons or text. This is awkward and inconsistent.
● The Snowmobile Insurance policy page can only be found through the landing

page and not through the navigation bar.

Lemonade
Strengths

● Great UI and overall branding.
● Uses a simple but effective layout of insurance categories.
● Offers a simple explanation of how their insurance pricing works.
● Offers one-sentence explanations for each insurance policy.
● Robust testimonials section.
● Everything you need to know is on the landing page.
● Gives you an estimated price for each insurance policy.
● The FAQ section under each policy is laid out in a nice 3 column grid to

showcase the FAQ.
Weaknesses

● The minimal amount of writing may be too minimal at times.
● Some information is hard to find because it's buried in the footer.

The Zebra
Strengths

● Great use of icons and branding.
● A nice landing page section that clearly demonstrates that users can either get

an estimate Online OR Call an Agent.
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● There is a feature that lets you learn about insurance based on different
cities/states.

● There is a clear visual hierarchy.
● The process of getting a quote is simple and very straightforward.
● Estimate forms are very intuitive.

Weaknesses
● The compare navigation tab dropdown items are disorganized.
● The landing page section with the grid of insurance policies has an

inconsistent use of typography size and weight.

Insurify
Strengths

● They include the starting monthly cost of the different plans.
● Clear Call to Action buttons.
● The News, Tips and Tricks section is a nice feature.
● The progress bar in the comparing quotes form is a nice feature.

Weaknesses
● The “how it works” animated gif is distracting.
● Only search for three different types of insurance (Car, Home and Life).
● The process of comparing quotes is a tad bit complicated.
● Branding does not stand out from the competition.
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User Interviews Findings
Motivations

● All participants bought insurance after a big purchase such as a car or house.
● Three participants have bought insurance online.
● Two participants were motivated to switch plans if they can save money (lower

rates or a lower deductible cost).
● All of the participants relied on a recommendation (usually from parents) when

deciding which insurance provider to use.
● One participant was pressured by time constraints to find the best plan as

quickly as possible.

Frustrations
● All participants said that they struggle with understanding insurance

terminology.
● One participant mentioned he struggled to compare various insurance policies

because there was an overall lack of differentiation between them.
● One participant said that they had to leave the insurance website in order to

conduct research.
● All participants have felt stressed while selecting insurance.
● Two participants said they don’t understand what their policy covers.

Goals/Needs
● All participants need to know exactly what their policies cover.
● All participants value having an insurance agent because they can ask them

questions whenever they are confused.
● One participant said that she values being able to get her questions answered

quickly/ASAP.
● They need to understand what their policy will cover and not cover if they

make a claim.
● They need to be educated on insurance and insurance terminology.
● One participant said that he needs the process of taking out a claim to be

simple.
● One participant mentioned that they like the idea of there being written out

explanations for any complex words.

Key Takeaways
● The price of each policy needs to be prominent.
● There needs to be clear and concise descriptions of each policy.
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● Each policy needs to explain exactly what is covered. Perhaps the user can
easily go through and check off what is important to them?

● There needs to be an educational part to the website.
● There needs to be an option to chat with an agent.
● There needs to be a simple process of getting quotes.
● The process of getting a quote needs to feel like a conversation. Perhaps ask

only one question at a time?
● The process of making a claim needs to be simple and intuitive.
● An FAQ section could be beneficial to the user.
● Maybe add explanations under any big/complex words?

Interview Notes
Interview #1

Gender: Male
Annual Income: N/A
Location: Grand Rapids, MI
Age: 25
Occupation: Freelance Graphic Designer, Videographer and photographer
Insurance: Auto and Gear insurance

How has your day been going so far?
It has been good! I just got done visiting with my family.

Have you bought a car or house recently?
I bought a BMW car a few years ago.

Can you tell me about the last time you purchased insurance online?
I bought my gear insurance for camera gear through Athos Insurance. I am a
freelancer so I wanted to insure my camera gear for my business. I heard about the
insurance company from a YouTuber that recommended it.

a. What type of insurance?
It's a custom insurance policy so I basically went in and I would check various
boxes for the type of gear that I wanted to insure. They asked me a lot of
different potential scenarios that I might go through. Like if I planned on
leaving the country with the gear or how often I would be using the gear. I
heard of them through a famous YouTuber that I follow.
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b. When did you purchase the insurance?
About three years ago. I have renewed it since then.

c. Why did you choose the insurance policy that you selected?
Two main things. The YouTuber Jacob Owens recommended it to his users and I
respect his opinion. Number two was that I looked at the competition and
Athos had the best experience for me. They had a lot of informational videos
that explained how to calculate your assets. It made it super easy to
understand the insurance policy.

Can you tell me about the last time you purchased insurance in person?
Auto insurance was the most recent insurance. I was previously on my parent's
insurance and once I got the new car I wanted to get my own insurance. I happened to
find my insurance agent through a networking club that I am a part of. She was really
nice and found the best insurance for me. It was nice to have this direct conversation
with her as opposed to online.

a. What type of insurance?
Auto Insurance.

b. When did you purchase the insurance?
October of 2020. The plan is through Progressive which I got through my Agent
at Dunes Insurance group.

c. Why did you choose the insurance policy that you selected?
It fits my needs and price range. I opted to get a more expensive plan in order
to get better coverage for my vehicle.

Can you please describe any frustrations that you’ve had when it came to selecting
your insurance?
I wouldn’t say it isn't frustrating. I wish there was a simplified process for selecting
insurance. Like I wish there was a more educational side to purchasing insurance.

a. That’s interesting. Could you elaborate on that / give me an example?
I didn't know the difference between the different policies when it came to the
decision between a platinum and silver plan.

How do you feel when it comes to selecting an insurance policy online?
I think that I understand the process fairly well. Just as long as they make it easy for
people to understand the terminology and dummied down as possible will be an easy
thing to do. For example, when I got my gear insurance the process of setting up the
insurance was super simple. There was one question at a time making it easy to go
through each step and not feel overwhelmed.
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How would you describe your understanding of insurance policies?
I would say just average. I kinda understand that the more coverage you want the
more you will pay. I understand that you are essentially paying more for better peace
of mind. I am willing to spend more on car insurance because I believe it's important
to have a sense of security.

What are your main concerns when purchasing insurance?
The biggest importance to me is the ease of setup and the process of taking out a
claim. Basically, I want the easiest process when I have to take out a claim. Being able
to understand what I am paying for is super important.

Tell me about a time when you switched insurance companies?
I personally haven't. I have not had the need to. I still feel that I am new with my
insurance and I love it so far.

Can you tell me about a time you had a positive experience buying insurance?
When I bought my gear insurance there were educational videos, animations, and
forums with more information. They made it super easy to learn and understand their
insurance. For example, as I was setting up my insurance for each step of the process
whenever there was a “big word” or Complex terminology they would break it down
into layman's terms.

How confident do you feel about purchasing insurance?
I am super confident when it comes to buying it online or in person.

a. If yes, how come?
As long as they make it Idiot proof similar to when I bought my gear insurance I
am pretty confident purchasing insurance online. Buying insurance In-person is
super easy because you are actually talking to another human and their sole
job is to help you get the insurance that you need. My insurance agent was able
to listen to my needs and help me find the best policy for myself.

Interview #2

Gender: Male
Annual Income: $75,000
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Location: Grand Rapids, MI
Age: 39
Occupation: Graphic Design Professor
Insurance: Auto and Renters

How has your day been going so far?
I am tired of the cold but I am good. It has been quite snowy.

Have you bought a car or house recently?
No, the last time I bought a car was about 4-5 years ago.

Can you tell me about the last time you purchased insurance online?
When I was moving to Michigan from Iowa I had to buy renters insurance for my
apartment. I got my car insurance online. The car dealership where I bought my car
recommended two different insurance companies.

a. What type of insurance?
I recently bought auto and renters insurance.

b. When did you purchase the insurance?
2017

c. Why did you choose the insurance policy that you selected?
For my car insurance, I was looking for the best safety options in an insurance
policy. I also tried to get a good cost. If I get in an accident I will get covered for
medical costs for myself or if I hit someone. For my renter's insurance, I was
guessing which option was best. I had a hard time picking the policy. I ended
up picking the cheapest policy since I was lost in terms of which plan to get.

Can you tell me about the last time you purchased insurance in person?
Never.

Can you please describe any frustrations that you’ve had when it came to selecting
your insurance?
It is very intimidating. I did not know which was the best option for my apartment. It
is very confusing terminology. I don't necessarily understand the terminology. I have
to do a lot of research on my own to understand which renters insurance to buy. I was
rushed because I was moving into my new apartment in 3 days.

a. That’s interesting. Could you elaborate on that / give me an example?
For example, I do not know what a deductible is which is challenging.

How do you feel when it comes to selecting an insurance policy online?
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No, I don’t feel comfortable. I do not want to learn about insurance. It is boring. The
same goes for taxes, it is not something I read up on in my free time. I like to look for
similar policies that I had before when I need to get new insurance.

How would you describe your understanding of insurance policies?
Minimal. I don’t know a lot of stuff. I only learned what no-fault insurance was after
my car accident. I know and understand that I need to make claims but I rely heavily
on the agent or company to help with the other stuff.

What are your main concerns when purchasing insurance?
Whether or not I am getting everything that I should/need. I wish there were more
explanations explaining what each policy offers in detail. Most insurance plans are
too vague in their descriptions.

Tell me about a time when you switched insurance companies?
It was cheaper to bundle the auto insurance with their renter's insurance too so I had
to switch from my old renter's insurance to progressive in order to save money.

Can you tell me about a time you had a positive experience buying insurance?
When I had to call the agent at progressive. He was super helpful and made
recommendations for me based on my concerns. I honestly wish I had just called first
off.

How confident do you feel about purchasing insurance?
Not much.

a. If no, why not?
Probably I will call the insurance company next time. Insurance is something I
need and not something I am an expert at.

Interview #3

Gender: Male
Annual Income: $35,000
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Location: Waterford, MI
Age: 30
Occupation: Tree Climber/Arborist
Insurance: Auto, Health, and Home

How has your day been going so far?
Pretty good. I got off work early today which was nice.

Have you bought a car or house recently?
Yes, we bought a house in July of 2021.

Can you tell me about the last time you purchased insurance online?
I recently got a new health insurance plan through the state of Michigan's health
website. Before this, I always had the same health insurance plan for a long time. That
provider was bought out by another provider but I didn't like their rates so I switched
to a different insurance provider. The new plan had lower rates and a lower
deductible.

a. What type of insurance?
Health

b. When did you purchase the insurance?
2021

c. Why did you choose the insurance policy that you selected?
The new plan had lower rates and a lower deductible which better suited my

needs.

Can you tell me about the last time you purchased insurance in person?
Yes, I recently got home insurance. I was recommended to an insurance agent by dad
so I emailed him then sent me back a quote for a basic home insurance plan. I ended
up going with the quote that he sent me.

a. What type of insurance?
Home

b. When did you purchase the insurance?
July 2021

c. Why did you choose the insurance policy that you selected?
I asked my dad if the insurance policy looked alright to him and he thought it
was so I just went with that plan. I have a lot of trust in my agent. My dad and
both of my uncles have used that same agent for a long time.
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Can you please describe any frustrations that you’ve had when it came to selecting
your insurance?
The process of selecting my new health insurance policy was stressful because there
were so many options to choose from. It took a lot of time to compare each plan and
find out which one covered the most important things to me but also still at a
reasonable price.

How do you feel when it comes to selecting an insurance policy online?
I see it as a chore. I would rather not do it. I wish it was automated somehow.

How would you describe your understanding of insurance policies?
I would say that I have a moderate understanding of them. I know most of the basic
terminology but I am not familiar with the more complex jargon. For example, I am
confused about what premiums and deductibles are.

What are your main concerns when purchasing insurance?
Primarily if there is some sort of an emergency or accident, I want to know what my
policy will cover. It is important that I know whether or not my plan will cover
something based on what I remember the plan saying when I bought it.

Tell me about a time when you switched insurance companies?
I recently switched to a new health insurance plan. I always had the same health
insurance plan for a long time. My old provider was bought out by another provider
but I didn't like their rates so I switched to a different insurance provider. The new
plan had lower rates and a lower deductible.

Can you tell me about a time you had a positive experience buying insurance?
Probably when I bought the house insurance. It was more simple and easy to
understand as opposed to selecting my health insurance. The agent was super helpful
which made me feel confident in the house insurance policy that I selected.

How confident do you feel about purchasing insurance?
Both. Not confident.

a. If yes, how come?
I have a network of people I can consult if I need to buy new insurance. I feel
comfortable reaching out to my agent if I ever needed to upgrade my home
insurance policy because he explains everything well.

b. If no, why not?
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I am distrustful in some situations that my insurance will not be able to cover
my accident or claim.

Interview #4

Gender: Male
Annual Income: $40,000
Location: White Lake, MI
Age: 24
Occupation: Tree Climber/Arborist
Insurance: Auto and Liability

How has your day been going so far?
I have been good. I just found out we may get 8-12inches of fresh snow so I am
excited to go snowboarding.

Have you bought a car or house recently?
No.

Can you tell me about the last time you purchased insurance online?
I have not.

Can you tell me about the last time you purchased insurance in person?
I recently bought liability insurance for covering my boats for my boat rental
company. I sent my dad's agent the specs about the boats and then I filled out a form
that outlined the specs of the boats.

a. What type of insurance?
Liability insurance.

b. When did you purchase the insurance?
April of 2021.

c. Why did you choose the insurance policy that you selected?
The agent sent me and my business partner an insurance policy from one
provider that he thought was the best coverage and cost. There were not many
providers to pick from since this was our first business.
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Can you please describe any frustrations that you’ve had when it came to selecting
your insurance?
The number one thing was figuring out the best insurance plan we needed for liability
insurance. It was not very clear what was best for my business in terms of the best
coverage. And also the lack of options was frustrating too.

How do you feel when it comes to selecting an insurance policy?
I would say in general it is pretty straightforward. It used to stress me out when I got
auto insurance for the first time but now that I have an agent it is more worry-free.
Like he will help me figure out the best plan for my situation so this has made me feel
better about buying insurance.

How would you describe your understanding of insurance policies?
I would say pretty limited. It's like legal talk. I have little idea what I am looking at
when I look through a policy. But my agent can always explain things to me if needed.
I know the basics and that's about it.

What are your main concerns when purchasing insurance?
I guess my main concern would be that the policy will actually cover me and my
business partner. If something bad happens like a customer crashing one of our
boats, I want to know for sure that we will be covered and that our boat will get fixed
worry-free after submitting a claim. Basically, I need to know what my insurance will
and will not cover.

Tell me about a time when you switched insurance companies?
No, I have never switched.

Can you tell me about a time you had a positive experience buying insurance?
When I needed to add a second boat to my insurance plan. It was a flawless operation
and only took a few weeks to add it to the plan after buying the boat.

How confident do you feel about purchasing insurance?
Pretty confident.

a. If yes, how come?
I feel like I already bought the most complicated insurances someone can buy,
so I feel like anything else will be easier to navigate through. I must say that I
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still don’t feel like an expert but I can definitely say that I'm confident in buying
insurance.

Interview #5

Gender: Female
Location: Fort Collins, CO
Annual Income: $35,000
Age: 23
Occupation: Social Media Marketer
Insurances: Auto Insurance

How has your day been going so far?
Pretty good. I am quite tired from work. I just started a new job and you know how
that can be a tough thing adjusting to.

Have you bought a car or house recently?
I recently bought a 2015 Ford Focus. My old car died last summer while on a road trip.

Can you tell me about the last time you purchased insurance online?
Never.

Can you tell me about the last time you purchased insurance in person?
I bought insurance for the first time when I bought my own car. My previous car was
under my parent's insurance policy. So I basically was recommended to get State Farm
by my parents as they believe they have the best insurance.

a. What type of insurance?
Auto.

b. When did you purchase the insurance?
This was in December 2021. So about 3 months ago.

c. Why did you choose the insurance policy that you selected?
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I tried to get the best price so the agent tried to find the best insurance for the
cheapest overall cost. I was able to get a student discount too which helped
me lower the price.

Can you please describe any frustrations that you’ve had when it came to selecting
your insurance?
They were really pushing me to bundle my auto insurance with other insurances.
Which was really frustrating and made me feel pressured to spend more.

a. That’s interesting. Could you elaborate on that / give me an example?
They were really pushing renters insurance and I knew I didn’t want renters
insurance. They really tried to talk me into it which was super annoying.

How do you feel when it comes to selecting an insurance policy online?
I have not bought any online and I am not attracted to the idea of buying it online.
From my experience, I know that it is hard to have a conversation online. And when it
comes to something as complicated as buying insurance I want to have a
conversation about it. Basically, I want to talk to someone and get my questions
answered quickly.

How would you describe your understanding of insurance policies?
Awful. Bad. Low.

a. How come?
Because it is complex and confusing.

What are your main concerns when purchasing insurance?
I guess my concern is that I won't have a strong enough understanding of insurance
that I won't be able to make the best option for myself. I am concerned that I may be
sold something that is too expensive and that I don’t even need.

Tell me about a time when you switched insurance companies?
N/A

Can you tell me about a time you had a positive experience buying insurance?
When I first went to State Farm to discuss buying auto insurance I had a very limited
understanding of insurance, and I needed to ask a lot of questions. My agent was
super helpful and answered all of my questions. The agent was super helpful.

a. That’s interesting. Could you elaborate some more?
She (agent) didn't make me feel dumb by asking so many questions.
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How confident do you feel about purchasing insurance?
I still don’t feel confident when it comes to buying insurance because I only bought it
once.

a. If not, what makes you feel that way?
The agent helped me so much that I feel like I couldn’t go and buy more
insurance without constant guidance from an agent to help answer all of my
questions.


