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We’re designers who think like marketers,
developers who think like designers, and
strategists who think like your users.
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- Partners HealthCare

- Texas Children’s Hospital

- Brigham and Women’s Hospital

- Brooks Rehabilitation Center
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- Tufts Health Plan

- Harvard Medical School

- MeYou Health

- Massachusetts General Hospital

- Children’s Hospital Boston

- Children’s Health Fund

- Kraft Center for Community Health |

- Martinos Center for Biomedical Imaging
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Topics for Today

* Test Overview

* Prioritized User Needs

* Results from 3 different health plan sites
* Recommendations and Rankings
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User Testing

For this presentation we conducted a online,
unmoderated user test with 20 participates.

Demographics: Ages 30-60 in the United States
Desktop tests: 20

Mobile tests: 0

Experience Selecting Health Insurance: 100%
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For Employers ~ For Producers ~ For Providers ~ Q_ Search Espanol

Anthem 7_ @ Individual & Family ~ Medicare ~ Medicaid COVID-19 Info

Connecting You To The

Sites Reviewed ComectngYou

Espafiol Choose your region ™ Security Register Plans as low as $0 a month.*
Open Enrollment ends soon! More people than ever before qualify for financial

help. Enroll by January 15 for health coverage starting February 1, 2022.

et e
g\“’//é I<AISER PERMAN EN-I-EO Forgot your user ID or password? *Plans are limited to specific geographic areas and are not available in all markets. $0 monthly
By signing in, you agree to our website Terms & Conditions and Privacy Statement. premiums only apply to certain income levels.
Why KP Shop Plans Doctors & Locations Health & Wellness Get Care New Member Q Search Shop Plans
ot~ i UL a : T
~, - ”_4‘,‘_ - - - & el Talk to alicensed agent: 833-959-1531 | TTY 711
- 4 Mon-Fri, 8:30 a.m. to 10 p.m. ET and Sat, 10 a.m.to 4 p.m.ET

. Feelino

of Tennessee Q

Log in or register an account

Belng togeth | . 1 ‘. 3 v ‘ ‘ Select your account type

Member v

more Important » - ! £ | ; Username
than ever. | z

Password

‘ '.K -
.
-
ﬂ B -
4 . B 4
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Stay current with your vaccinations
whether flu, shingles, or COVID-19. Most

p are available at pharmacies in your
network.

We're here for you with COVID-19
information, answers and to help you get
the care you need during this time. A " Forgot Username/Password?

LEARN MORE - . LOG IN

Let's chat. We're

here to help.

Medicare Plans

Find a Medicare plan that fits your healthcare
needs and your budget. Compare plans

available in your area and apply today.

Shop Plans Overview —>

@ Small Business Plans
Our small business plans offer a full range of
- health insurance options for groups with 2 to
50 or 100 employees, depending on your state.

Your health. Our cause.

You deserve health care that’s simple, personalized, and hassle-ft
designed to help you thrive. At Kaiser Permanente, everything wi

. e + = : Contact Us
very Important cause. You. ——| Find a plan @b Find care | Pharmacy benefits

Experience connected health care New member? Start here.

More About Small Business Plans —>

See what we're doing about coronavirus v

—

We're here for you, helping you take care of yourself during this unusual time. It doesn’t
feel good, but together we'll get through this. If you get a bill you weren’t expecting or
have any questions, contact us.
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Task

Imagine that you are looking to purchase a new health
iInsurance policy (not dental, vision or medicare).

You are considering enrolling in an INDIVIDUAL or
FAMILY plan directly from the company (not through
your employer).

Please find the individual or family plans and find the
plan with the lowest out of pocket cost.



PRIORITIZED NEEDS
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Prioritized Needs

Total cost / max deduction / total payment

My doctor accepts the plan

Specific details of coverage

Coverage for Pre-existing Conditions

Cost for Preventive Care / Regular Office Visits

Medicine / Pharmacy Coverage

Tele-medicine Options
Type of Plan

Additional Benefits




Influencers

Brand of the insurance company
Online Reviews & Rankings

Clarity of product presentation

Quality and professionalism of website
Opinions or Rec. of Friends/Family
Mobile app available for members
Interaction with customer service
Quality of marketing marterials
In-person event

Advertising

O .
@))
0
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What’'s Emerging?

Attitude: A decision driven by referral, ratings, and
recommendations and influenced by the strength of
the marketing and website.

Needs: The right core product, at the right price,
accepted by my doctor.

Feature Set Challenges: How best to display products?
How to use ratings? How can social be part of the
mix? What’s a professional “looking” website?
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&% KAISER PERMANENTE.

Why KP  Shop Plans  Doctors & Locations  Health & Wellness  Get Care Q, Search m Ind|V|una|
KAISER PERMANENTE. | & famlly plans > Member plan change > Returning shopper?

e ——

o

You're one step closer

To getting the care and coverage you need

> Apply now

Become a member and experience
what it means to thrive.

@ Get a quote ] > View our plans

Find the best affordable health plan Compare all our health plan options to
for you and your family. find one that fits your needs.

What is the ZIP code for your home address?

]
Shop plans EROGTED (>

Life keeps you busy. So we make it easy to compare health plan options, get a quote, and apply online. You’ll be done in no time.

Not sure which plan is for you? Get help making a decision.

Visit healthcare.gov to find additional information about health coverage and pricing options, learn how the Affordable Care Act can help you, and view the
Summary of Benefits and Coverage (SBC) for the plan(s) you may be interested in.

=

D,
ED:I CP 2 Kaiser Permanente | Individual & family plans

Individuals Medicaid/Medi- Medicare Covered Losing
and families Cal through coverage
your
employer

Life keeps you busy. So we make it easy to compare health plan options, get a quote, and apply online.
You’ll be done in no time. Learn more

© 2020 OHO Interactive — ADVANCE COPY
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Custom Care & Coverage Just For You | Kaiser Permanente — )
BY SIgNING 1IN, You agree 1o our websile ferms & Conditions and Privacy Statement.

Show

Learn Shop Plans Doctors & Locations Health & Wellness Get Care Pay Bills Q LR
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COVID-19 vaccine and booster update:

Vaccines and boosters

e Today's suggestions:

[ COVID-19 testing | ( COVID-19 vaccines |

, Website Feedback R @

&
g
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| | e | - i | | - 12:30 AM
= L Type here to search O ai e g @ Q % 58°F Clear ~ ™ & & & ) b =
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" Get a Quote | Kaser Permanente O X
Help available in ELLY Ianguages. Representantes disponibles para asistirle en espaﬁol.

. Contact us 1-800-488-3590 TTY:711 Select language: BRI @& Other languages

#%% KAISER PERMANENTE. | Individual & family plans >Home >Get a Quote

Enter your information below to get a personalized quote for our available health plans.
Your information is used for quoting purposes only and will be kept confidential.

About the people you would like coverage for:

(Fields with * are requ red.)

DATE OF BIRTH GENDER
,Sel? d 15 v ‘,j"" v ‘ 196/ v | Female = get my qUOte o
Note: Results will not show Kaiser Permanente Medi-
kol
[

(add a dependent @

See if you qualify for federal financial assistance @

(see if you qualify 0)

Accreditations Site map  Site policies  Privacy practices Locations Nondiscrimination notice @ Other languages

M4 kaser PERMANENTE.  ©2021 Kaiser Permanente  Accessibility  Technical Information

Chat

LG EVETEL
Testing is sharing your screen. Je

16:11 PM

otimize ¥ com
H /o T}'Ce nere to search . i % !' L4 e g, 1/14/2002 E|

Back to top

Waiting for l:':!':c 0
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straignt to your aoor witn our mal-oraer aelivery service. Ledrn more apout virtudl care

Note: Results ¢ Validately Unmoderatd Testing is sharing your screen. Stop sharing Hide

Premium LOW te v — . . > Compare selections NAR ROW WIDTH FO RC ES
O Compare . TABLET VIEW LIMITING
! FILTERS

_J Compare L) Compare
Filter plans by: ‘

Deductible Deductibld Deductible@

Catastrophic | Catastrophic Bronze o
y

> Reset all filters

Plan Level
_J Bronze (5)

Kaiser Permanente - Kaiser Permanente - Kaiser Permanente - Bronze

U Silver (4) Minimum Coverage HMO™’ Minimum Coverage HMO'' 60 HMO 8200/0%
0 Gold (4) Kaiser Permanente
O Platinum (2) : : : C Gold
O Catastrophic (2) plan details @ plan details @ plan details @ Opaymen't o
) e Kaiser Permanente - Gold 80 HMO Coinsurance
Available through Covered CA. The Gold 80 HMO Coinsurance plan offers our highest level of coverape predictable, out-of-pocket
app|y 0 apply e apply 0 costs, and prescription drug coverage. Many services have a copay, there is no deductible and most covered services contribute to the
HSA-Qualified out-of-pocket maximum. Preventive care services, such as routine physical exams and mammogram screenings, are at no charge.
O Yes ~ o . o ~ T
O No et Email T Print e Email T Print et EFmail ¥ Print ANNUAL MEDICAL DEDUCTIBLE MAX OUT-OF-POCKET PRIMARY CARE OFFICE VISIT
None/None $8,200/$16,400 S35
Wh | buvi - ANTICIPATED PREMIUM COSTS tan dota
ere am uyin - - - - -
Hofgd ying See if you qualify for federal financial assistance plan details @)
=~ " Mail order: Up to a 100-day supply of qualihed prescriptions for the cost of a 60-day supply
® Show both C check eligibility @
& ' (-J;llu al promotions and other services shown mq y be pre wvwded t Y Qroups ther than Kaser Permanente. and aren't offered or guarar teed under your
O @ Kalser Permanente coverage Additional fees you pay won't count toward your deductible or out-of pocket maximum

Direct

Kaiser Permanente

Copayment Platinum

Kaiser Permanente - Platinum 90 HMO
I'he Platinum 920 HMO plan offers our highest level of coverage predictable, out-of-pocket costs, and prescription drug coverage
Many services have a copay, there is no deductible and most covered services contribute to the out of pocket maximum. Preventive

care services, such as routine physical exams and mammogram screenings, are at no charge

Chat
PRIMARY CARE OFFICE VISIT Unavailable

ANNUAL MEDICAL DEDUCTIBLE MAX OUT-OF-POCKET
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Kaiser — Ease of Use

How would you rate finding health insurance plan information?

0 Very Hard 2 6
1 u

2
3
4

5 Very Easy

0 1 2 3 o 5
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@ Sluelross BlueShield of Tennessee Health Insurance

= @
— ol Tennessee

ID Card Alert: Haven’t received your ID card? If you have a bcbst.com account or know your subscriber ID, log in to get your digital ID card. If
you're a new member, learn more here.

'i Log in or register an account

‘ Select your account type

‘ Member v |

Health insurance
that's here for you

Username

We offer affordable health plans for ‘
employers, families and individuals of all | Password

5)

ages, all backed by local service and support }

O

for Tennessee.

Forgot Username/Password?

FIND YOUR PLAN
LOG IN

| at's chat Wera

nere 1o halp

o 5“ Find care @ Pharmacy benefits E Find a plan Contact Us

Vahdately Unmoderated Testing is sharing your screen. de

httpsy/bebstnevs.com/finsights/what -you - need - to-know-about-delayed-member-id-cards/ -

: 10:16 PM
H /C) Ty'Ce héf'e tO S‘E‘BFCY‘ i ~ ’ b v . 1.,»14;")")‘1') 51
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U Available tests - Userlest: X M 310 for 10 - 15 minutes X UserZoom GO: Powerful = X @ mechanical turk - Google X & BlueCross BlueShield of | X —+

<« - C 8 https//www.bcbst.com

Validately Unmoderated Testing is sharing your screen. Stop sharing Hide

| | _ 12:42 AM
e here to cez : | _— r o 2 Q - A - T 9y
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of Tennessee Q

ID Card Alert: Haven’t received your ID card? If you have a bcbst.com account or know your subscriber ID, log_in to get your digital ID card. If
you’re a new member, learn more here.

Log in or register an account

Select your account type

Using your plan just
got a little easier

Member Vv

Username

The BCBSTN app lets you chat with your care
: Password
team, view coverage and costs, share your 7
digital ID card, use telehealth, and find health @

information when and where you need it.

OUR MOBILE APP

Forgot Username/Password?

Let’s chat. We're

here to help.

Contact Us @

Find care } R | Pharmacy benefits ——| Find aplan

B
w . of Tennessee

OUR PLANS

Let's find a plan
that works for you

Whether you need coverage for yourself, your
family or your employees, we're right here to
help you find the right plan.

Quick links

Leam about our plans >
§IE Exclusive care for BlueCross members >
[l

@ Frequently asked questions >

IF We're here to help >

See what plans we offer

T

Individual & Family Plans

If you're not covered by an employer, we
have health plan options for you and your
entire family.

See more >

OHO INTERACTIVE

Q

Medicaid (BlueCare TN) Plans

Our BlueCare Tennessee plan is part of the
TennCare® program. Check to see if you're
eligible.

See more >

Medicare Plans

If you're over 65, we can help you
understand your Medicare options and find

the plan that’s best for you and your budget.

See more >

Dental & Vision Plans

If you want to complete your coverage, we
have dental and vision plan options for you
to choose from.

See more >

Medicaid With Medicare
(BlueCare Plus) Plans

If you're able to get Medicaid and Medicare,
our BlueCare Plus plan gives you the
benefits you need, plus helps with more
than just your insurance.

See more >

Employer & Group Plans

If you're looking for medical, dental and
vision plans for you and your employees, we
have options to keep you covered from head
to toe.

See more >




PLAN FINDER USER TEST

B
m . Y of Tennessee

INDIVIDUAL & FAMILY PLANS

Coverage for you
and your family

Open Enrollment has ended. But if you've had
certain life changes, you might still be able to
sign up for a plan during a special enrollment
period (SEP). We're here to let you know what
to expect before and after you enroll.

Quick links

H+ See if you qualify for an SEP >

@ View plan types >

Shop for a 2022 plan >

DO | QUALIFY FOR A SPECIAL ENROLLMENT PERIOD?

Q

You may be able to get an SEP if you have a new child v

e

If you've had a baby, adopted a child or had a dependent placed in your care by a court order, your
SEP period starts on the date of birth or placement and lasts 60 days. You'll need to provide
acceptable documentation to enroll in a plan.

What counts as acceptable documentation?

When will my new plan start?

We offer three levels of plans

|

Whether you'd rather pay less each month or prefer having more control of your overall costs, it
helps to think about how you and your insurance will split expenses when looking for a plan.
Let's get started and find the plan that's right for you.

Bronze Silver

If you don’t go to the doctor often or have

R . This level offers more of a balance
many prescriptions, this may be a good
. . between what you'll pay each month
plan for you. While the cost for getting
R . and your costs when you get care. It's
care is higher, you will pay less each

alen tha nlan tn nat if v califu far

Gold

If you go to the doctor often or have
multiple prescriptions, this may be a good

plan for you. You'll pay a little more each
mnanth far mara cnvarana s hich maanc

We offer three levels of plans

| roasea

Whether you'd rather pay less each month or prefer having more control of your overall costs, it
- - ; ; penses when looking for a plan.
Let's get started and find the plan that's right for you.

Bronze Silver

If you don’t go to the doctor often or have

R . This level offers more of a balance
many prescriptions, this may be a good

. . b hat ‘Il h h
plan for you. While the cost for getting etween what you’ll pay each mont

L . and your costs when you get care. It's
care is higher, you will pay less each y Yo g

month. also the plan to get if you qualify for

financial help.

©

Monthly payment Monthly payment $$

Cost when you get care $$% Cost when you get care $$

How do | know if I'm eligible for financial help?

What are the out-of-pocket costs for each plan?

What are the prescription costs for each plan?

\What does "deductible/coinsurance" mean?

OHO INTERACTIVE

Gold

If you go to the doctor often or have
multiple prescriptions, this may be a good
plan for you. You'll pay a little more each
month for more coverage, which means
you will pay less for care.

Monthly payment $$$

L4

Cost when you get care
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INDIVIDUAL & FAMILY PLANS

Coverage for you
and your family

PLAN FINDER USER TEST OHO INTERACTIVE

s ended. But if you've had

you might still be able ta

| enroliment

SEP). We're here to u know what

to expect before and after you enroll.

Quick links
+ See if you qualify for an SEP »
e View plan types >

M shopforaz022plan »

READY TO SHOP FOR A PLAN?

DO | QUALIFY FOR A SPECIAL ENROLLMENT PERIOD?

Plans with financial help

You may be able to get an SEP if you have a new child v

If you've had a baby, aclopted a child or had 3 dependant placed in your cars by & court order, your

nent and lasts 60 days, You'll

Most people can get help paying for their plan from the

What counts as acceptable documentation? v ) o _ )
federal government. See if you're eligible for financial

When will my new plan start? v

help when buying one of our plans on the Marketplace.

« 90% of people qualify for individual and family plans

with financial help
We offer three levels of plans

« Many qualify for plans with a $0 monthly premium

Whather you'd rather p mo prefer having mor

| splil expe

Let's get started and find the plan that's right for you.

START SHOPPING [£4

Bronze Silver Gold

If ye clor often or have
mu ans, this mey be a good
plan fo little more sach

which means

NO PLACE TO CLICK

Monthly psyment $ Monthly peyment $$ Monthly paymsnt 55
Cost when you get care 5% Cost when you get care $$ Cost when you get cars $
How do | know if I'm eligible for financial help? v
What are the out-of-pocket costs for each plan? v
What are the prescription costs for each plan? v
What does "deductible/coinsurance” mean? v

READY TO SHOP FOR A PLAN?

HEALTHCARE.GOV

Plans with financial help P|anS WithOUt finanC|a| help

can get help paying for their plan fram the

If you don't qualify for financial help on a plan, you can sign u
I rQ\ e . G Y b S gnh up SHOP HEALTH PLANS

directly with us instead of using HealthCare.gov. Let us help find the

« Many qualify for plans with a $0 monthly premium

right plan for you.

PLAN FINDER

Plans without financial help

for financial help o

SHOP HEALTH PLANS

ead of using HeslthCa Let us help find the


http://healthcare.gov
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B ima: x “atch X serz X | @ wind: X HC Getl +

< C ()} & healthcaregov
Drivers & Vehocles HIT Finder Available Tests - Us. I Most Important Bo.. Sbteam Sales - US - 5. n HIT Scraper 2 InStockirades - up L. BoardGameGeek |... Manage Payment A MyFedloan Bl User Interviews # Keyword ideas - 22... » [ Other bookmarks Reading list
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it @ g B ® 0 = B & @ m » ) Updae )

HEOlthCQ e fj QV Espafol

Get Coverage Keep or Update Your Plan See Topics ~ Get Answers

Task 2/ 3

magine that you are looking (o

Start a 2022 health plan

You are considerir gp Jrcnase an

DUAL or FAMILY plan direclly

application now!

way 0 compare (he oul-ol-pockel cosls

ch plan. Use the zip code 37011

First time applying on HealthCare.gov? Pick your state to get started.

A $

FIND LOCAL HELP GET A CHECKLIST SEE HEALTH PLANS & PRICES ACT BY JAN 15

DOWNLOAD NOW SEE DEADLINES

1 DAY LEFT TO ENROLL

10:38 P —

Tvpe here to search (=t N " . - (=] \ «d . v ! 63F Clear "™ 4 T £ q
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Challenge Getting to the Plan Comparison

HealthCare.gov Espafiol Login

Get Coverage Keep or Update Your Plan See Topics ~ Get Answers _ Search

Saving money on health insurance CEMAIL 124 PRINT
What are the out-of ket costs f hplan? L5 L5 N— & Find ADoctor ([N HealthCare.gov Espariol Login
atare the out-OoT-pocket COoSts Tor eac an¢ : s
P P 2 Income levels § savings
Products¥  GetaQuote R - % View Cart .
it etatuote e piibsi Get Coverage Keep or Update Your Plan See Topics ~ Get Answers _ Search
Out-of-pocket costs are the expenses for your health care that aren't covered by insurance. This can I Income levels & savings See if you might save on Marketplace premiums, or qualify for Medicaid or Children's
include things like deductibles, coinsurance, copayments and other services. Individual and Family Health Plans Health Insurance Program (CHIP), based on your income. Or, find out who to include in
How to save on your monthly your household and how to estimate income before you apply.

You can sign up for health coverage during Open Enrollment from November 1, 2021 through January 15, 2022. Saving money on health insurance XEMAIL 124 PRINT insurance bill with a premium tax v )

See the out-of-pocket costs for each of our plan levels. credit You'll see exact plan prices and how much you'll save by filling out a Marketplace

Income levels & savings application.

Cost-sharing reductions

Through the Through Deductible Member '(\)n‘;tx-?l:;:;(:ket wi(::‘ks F | n d t h e rl g ht p | a n fo r yo U r I Income levels & savings See if you might save on Marketplace premiums, or qualify for Medicaid or Children's 1. What state do you live in?
s 0 A o c Health Insurance Program (CHIP), based on your income. Or, find out who to include in
Plan level Marketplace | BlueCross | Individual  Family Coinsurance | Individual Family HSA? nee d s an d b U d et How to save on your monthly your household and how to estimate income before you apply.
g insurance bill with a premium tax Out-of-Pocket Works
Bronze B07 \/ \/ $5,650 $11,300 50% $6,650 $13,300 \/ credit You'll see exact plan prices and how much you'll save by filling out a Marketplace Through the Through Deductible Member Maximum with
application. Plan level Marketplace | BlueCross | Individual  Family Coinsurance | Individual  Family HSA?
Bronze B08 v v $8,150 $16,300 | 0% $8,150 $16,300 What year do you need coverage for? Cost-sharing reductions
2021 | 2022 1. What state do you live in? Bronze B07 v v $5,650 $11,300 | 50% $6,650 $13,300 v
Bronze B09 ©® \/ \/ $4,800 $9,600 50% $8,000 $16,000
Select your state . Bronze B08 \/ \/ $8,150 $16,300 0% $8,150 $16,300
Bronze B10 \/ \/ $6,600 $13,200 50% $8,150 $16,300 Enter vour ZIP code:
Yy ’ Bronze B09 @ \/ \/ $4,800 $9,600 50% $8,000 $16,000
Silver S01 v v $700 $1,400 50% $7,800 $15,600 :] 2. How many people are in your household?
includ " " o and  lai devend Bronze B10 \/ \/ $6,600 $13,200 50% $8,150 $16,300
o nclude yourself, your spouse if married, and anyone you'll claim as a tax dependent
SIVeySOlL J J $3'500 $7'000 i $8'1 20 $16'300 in 2022 — even if they don't need coverage.
_ | Silver S01 \/ \/ $700 $1,400 50% $7,800 $15,600
Silver 20 © \/ $5,600 $11,200 50% $6,500 $13,000 Select .
Silver S04 \/ \/ $3,500 $7,000 50% $8,150 $16,300
\/ \/ $1,850 $3,700 20% $6,350 $12,700
3. How much income will your household make this year? Silver 20 © v $5,600 $11,200 50% $6,500 $13,000
Select the estimated income range for everyone you included in your household. \/ \/ $1 850 $3,700 20% $6,350 $12’700
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Bronze

If you don't go to the doctor often
or have many prescriptions, this
may be a good plan for you. While
the cost for getting care is higher,
you will pay less each month.

Monthly payment $
Cost when you get care $$$

Silver

This level offers more of a
balance between what you'll pay
each month and your costs when
you get care. It's also the plan to
get if you qualify for additional
financial help with your care cost.

Monthly payment $$

Gold

If you go to the doctor often or
have multiple prescriptions, this
may be a good plan for you. You'll
pay a little more each month for
coverage, which means you will
pay less for care.

Monthly payment $$$

Cost when you get care

How do | know if I'm eligible for financial help?

What are the out-of-pocket costs for each plan?

$$

Cost when you get care

Out-of-pocket costs are the expenses for your health care that aren't covered by insurance. This can
include things like deductibles, coinsurance, copayments and other services.

See the out-of-pocket costs for each of our plan levels.

Through the | Through
Plan level Marketplace | BlueCross

Deductible
Individual  Family

Member
Coinsurance

Out-of-Pocket
Maximum
Individual

Family

Bronze B07

Bronze B08
Bronze B09 @
Bronze B10
Silver S01

Silver S04

Silver S20 @

Gold G06

L A N U N N R

$5,650 $11,300
$8,150 $16,300
$4,800 $9,600
$6,600 $13,200
$700 $1,400
$3,500 $7,000
$5,600 $11,200

$1,850 $3,700

50%

0%

50%

50%

50%

50%

50%

20%

$6,650
$8,150
$8,000
$8,150
$7,800
$8,150
$6,500

$6,350

$13,300
$16,300
$16,000
$16,300
$15,600
$16,300
$13,000

$12,700
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€ Individual and Family Health Insurance Plans | BCBS of Tennessee = O X

of Tennessee Q

101 geuwmng care s migner, you wiil pay ) ) more each monu 1o
care. It's also the plan to get if you

less each month. which means you will pay less for

qualify for financial help.

care.
Monthly payment $ Monthly payment 3 Monthly payment $5$
Cost when you get care $$$ Cost when you get care $$ Cost when you get care $

How do | know If I'm eligible for financial help? v

What are the out-of-pocket costs for each plan? IV

What are the prescription costs for each plan? v |

Validately Unmoderated Testing i1s sharing your screen., Hide
J = J
-

| — | i = . 11:14PM
H L Type here to search AR dor ~C eaw gz O B, B
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L/ UserZoom GO: Powerful User Re X @ ndividual and Family Health Ins: X Will you save? Do a quick check X ‘ + Mo — O X

» 0 :

< & e & https:.//www.bcbst.com/our-plans/individual-tamily-plans ®

——— a @of Tennessee Q

L L ’

with financial help

« Many qualify for plans with a $0 monthly premium

START SHOPPING |7

[
Plans without financial help
0 ) If you don't qualify for financial help on a plan, you can sign up w
h : : : ) . - 3 . . . A y
directly with us instead of using HealthCare.gov. Let us help find the Open link in new tab
right plan for you. Open link in new window
Open link in incognito window
Save link as...
Copy hink address
ﬂ LastPass >
Validately Unmoderated Testing is sharing your screen Stop sharing Hide
iy : ool Inspect
https://consumer.bcbst.websales.quideweliconnect.com SPECIAI ENROLIMENT PERION? -

B © Type heretosearch O Ht = e . B € na = | B 6 Cear ~ O B m g ) BB

1/14/2022 "11)
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BCBS Tennessee — Ease of Use

How would you rate finding health insurance plan information?

0 Very Hard
3
2
3
4

o Very Easy

0 1 2 3 4 5 6 7
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For Employers ~ For Producers ~ For Providers ~

Anthem ‘ Individual & Family ~ Medicare ~ Medicaid

Connecting You To The
Right Individual Coverage

Plans as low as $0 a month*
Open Enrollment ends soon! More people than ever before qualify for financial
help. Enroll by January 15 for health coverage starting February 1, 2022.

*Plans are limited to specific geographic areas and are not available in all markets. $0 monthly

PILnGLTh ey wwLditlinincome levels.

Shop Plans

% Talk to a licensed agent: 833-959-1531 | TTY 711
Mon-Fri, 8:30 a.m.to 10 p.m. ET and Sat, 10 a.m.to 4 p.m.ET

advantage.

Our Plans

LuvCiagtc LuUoLo.

available in your state.

COVID-19 Info

New member? Register or download the Already enrolled in a Medicare plan and
Sydney Health app to access all our want to know more about your member

I R digital tools, including claims, benefits, @ benefits? Learn what your plan offers and
pharmacy, and ID cards. how to use the benefits to your

Individual & Family Plans

We offer affordable health, dental, and vision
coverage to fit your budget. Plus, you may
qualify for financial help to lower your health

Shop Plans Overview —>

Medicaid Plans

We offer low-cost coverage for children,

adults, and families who qualify for state-
sponsored programs. Explore programs

More About Medicaid Plans =

-y

Q_ Search Espafnol

Stay current with your vaccinations
whether flu, shingles, or COVID-19. Most

p are available at pharmacies in your
network.

Medicare Plans

Find a Medicare plan that fits your healthcare
needs and your budget. Compare plans
available in your area and apply today.

Shop Plans Overview —>

Small Business Plans

Our small business plans offer a full range of
health insurance options for groups with 2 to
50 or 100 employees, depending on your state.

More About Small Business Plans —>

OHO INTERACTIVE
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[ UserZoom GO: Powerful User Re: X | #@8 Individual and Family Health Ins: x| @8 Health Insurance Plans | Health ¢ X @ Basics X Will you save? Do a quick check X | <+ v = O X

C O @& https//shop.anthem.com/sales/eox/cp/demographics/home/snq?execution=e1s18url=247941947&site=fullsite&year=20228zipcode=900018&state=CABcounty=LOS%20ANGELES&es=... &2 % & R G :

Anthem @

Callus at 1-844-285-2024
Open Mon-Fn 830AM - 1000 PM, Sal 1000 AM -4 00 PM ET

s Remember to think out loud.
ome
Get a Quote AR ki s el
Task 3/ 3
Basics Estimate Savings Medical Plans Dental Plans Vision Plans Summary Again, imagine that you are looking to
purchase a new health insurance
policy (not dental, vision or medicare).
‘ You are considering purchase an
Basics Sava Vour Procrase :NDIV}LDUAL or FAMILY rg)lan directly
( rom the company (not through your
Create a Profile to save your work . 5
employer). Find a STANDARD PLAN
ck:Code B with the lowest out-of-pocket limit. Look
‘ 90001 Retum and Finish . for coverage in California. If required,
L.og back in to finish use Zip code 90001
What type of coverage do you need? : |
Current Member?
24 oo . ¥ Hide Task Complete
@ Medical with optional Dental/Vision plans View your current plan and shop for 2 new one ‘ |
O Show me only Dental wath optional Vision Plans
O Show me only Vision Plans . /
Are you Eligible for Medicare?
Begins: 02/01/2022 To learn more about Medicare plans, please contact your agent or
There's never been a better time to be an Anthem member. You can select from a shop for Medicare plans today,

variety of options including plans with low copays for doctor visits and prescription
drugs. We give you cholces so you can find the type of coverage that works for you

How Health Insurance Works
and your family.

Videos and helpful information about health insurance

Enroliment for 2022 has started and ends 01/31/2022. You can still get coverage for @

.................

If you have any questions, please contact your agent or call the number at the top
of the page. -

B .© Type heretosearch O H =™ e . . c n a u B  26°FClear ~ O 8 = 7z qQ 1}?3?2:;12
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o) Open Mon - Fri 8:30 AM — 10:00 PM, Sat 10:00 AM — 4:00 PM ET
them & Call

Home Insurance Basics

Get a QUOte All fields are required unless marked optional

Basics Estimate Savings Medical Plans Dental Plans Vision Plans Summary

BaS|CS Save your Progress
: Create a Profile
Create a Profile to save your work.
ZIP Code
90001 Return ar.1d Ferls.h
Log back in to finish.

What type of coverage do you need?
Current Member?

@® Medical with optional Dental/Vision plans

View your current plan and shop for a new one.

O Show me only Dental with optional Vision Plans

O Show me only Vision Plans
Are you Eligible for Medicare?

Begins: 02/01/2022

There's never been a better time to be an Anthem member. You can select from a
variety of options including plans with low copays for doctor visits and prescription
drugs. We give you choices so you can find the type of coverage that works for you
and your family.

To learn more about Medicare plans, please contact your agent or
shop for Medicare plans today.

How Health Insurance Works

Videos and helpful information about health insurance

Need help choosing a plan?

If you have any questions, please contact your agent or call the number at the top

of the page. Select "Yes" and we'll ask you a few questions to help find the plans that best match your needs. Or, select "No" to view all

available plans.

If you want additional coverage for the unexpected, there are options. Please call us

O
at the number above or contact your agent for help with your coverage options. Yes, Help Me Choose

O  No, View All Plans

Applicant Information

First Name Date Of Birth @

Continue

jason smith 5| |01/01/1990

Information for Cost Savings Estimate

Estimated Household Income (Optional) 0

Who will need coverage?

@® Applicant Only
O Applicant and Others

Save and Resume Later m

Medical plans and rates are subiect to reaulatorv approval/review. The benefit details are a summaryv for informational and comparison purposes onlv and do not include the full
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View and Select Medical Plans Save and Resume Later

O See IMPORTANT notice about participating providers and covered drugs

All of our plans include preventive care, such as screenings and flu shots, for $0 copays when you visit doctors in your network. You can talk to a doctor by
phone or video 24/7 with our digital tools. If a plan has a deductible, it's important to know that you can use many services (like doctor visits) before you have to
meet that deductible.

Based on what you told us, here are the plans that fit your needs. Select a plan name to view that plan's complete benefits.

Estimated Tax Credit R e :
Applied %) < You are viewing 4 Medical plans
© Not Provided Show me my doctor (3) ) Show me my medications (2 Help Me Choose
Coverage for: B
0 ans : v . .
jason smith (Applicant) y [ Monthly Cost v | Compare | Email | Print
Show more details
. Anthem Bronze 60 D Deductible(s): $6,300 52
Filter by: om (s): $ $300°% /mo @
HMO Separate prescription drug deductible: $500
Bl Off-Marketplace Primary Care Visit: You pay $65.00 per visit
pians W Add to Favorites for the first 3 visits per member - not subject to m
O n Markelpiace pians  IE (O Email, compare, print deductible. For additional visits you pay $65.00 per
0 . Most Popular plans visit after deductible.
*All office visit copayments count toward the same

Monthly Cost (2 3 visit limit.

Up to $200 (0) Preventive Care: You pay $0
() $201-%$450  (3) Drug List
() $451-%700 (1)

$701-$1000 (0)

Above $1000  (0)
Medical Deductible (?)

Under $1500  (2) Anthem Silver 70 Off [ Deductible(s): $3,700 $31 1 61 o @

$1501 - $3500 (0) Exchange HMO Separate prescription drug deductible: $10

$3501 - $4500 (1)
$4501 - $5500 (0)

Above $5500 (1) ¥ Add to Favorites not subject to deductible. m
(J) Email, compare, print Preventive Care: You pay $0

Primary Care Visit: You pay $35.00 per visit -

HSA Compatible (2

Drug List 7'
Yes (0)
O No (4)
Benefits Metal Tier @
S Anthem Gold 80 D Deductible(s): $0 40
Bronze (1) m : $41 5™ im0 @
Silver (1 M Separate prescription drug deductible: $0
Gold (1) Primary Care Visit: You pay $35.00 per visit -
Platinum (1) ¥ Add to Favorites not subject to deductible. m
() Email, compare, print Preventive Care: You pay $0
Drug List &'
Covered services are subject to
deductible, unless otherwise indicated.
S Tt e e -~ Anthem Platinum 90D Deductible(s): $0 64
cost shares are based on benefits m ; $576 / mo @
being received from an in-network M Separate prescription drug deductible: $0

provider. Member cost shares may be Primary Care Visit: You pay $15.00 per visit -
more for services received from an out- W Add to Favorites not subject to deductible.

OHO INTERACTIVE
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c2d B8 cC8RzZwTRCclilaRE (B AR |uEvESSDSEESCRE o0 CBEOEERNE x + v - 8 X
&« X 8 shop.anthem.com/sales/eox/abc/ca/en/shop/plans/medical/snq?execution=e1s11 = %« ¢ e ® s %ﬂ f}] C‘n MO é‘,

%
&] social media influ..png A 8] Pastel Podcast An...mp4 A || Validately Unmoderated Testing is sharing your screen. Hide @ Minitable.wav A Show all X

. _ 11:21 PM
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Anthem

How would you rate finding health insurance plan information?

0 Very Hard 2 ?
1 |

2
3
4

5 Very Easy

0 1 2 3 4 5 6

© 2020 OHO Interactive — ADVANCE COPY
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Ease of Use Comparisons

2.6 3.2 2.7

Kaiser Permanente BCBS Tennessee Anthem

Which of the websites made the task of finding insurance the easiest?

Kaiser Permanente

Blue Cross Blue Shield of Tennessee

Anthem

OHO INTERACTIVE



PLAN FINDER USER TEST OHO INTERACTIVE

Callus at 855-875-1584
Open Mon — Fri 8:30 AM — 10:00 PM, Sat 10:00 AM — 4:00 PM ET

Anthem & g

Home Insurance Basics

Get a Quote

& Find A Doctor

7 View Cart

ol‘ Tennessee

Products ¥ Edit Quote Resources ¥

2022 Health Plans

We've found 10 plans matching your search. > Modify quote

O Get care when and where it works for you. Check out our virtual care options, such as video visits,
e-visits, or phone appointments with your Kaiser Permanente care team. Get most prescriptions sent
straight to your door with our mail-order delivery service. Learn more about virtual care

Your Quote: 1 person(s)- 37034 - BEDFORD

Note: Results displayed below will not show Kaiser Permanente Medi-Cal.

[Sort by: v] < > > Compare selections
O Compare O Compare O Compare . . .
Filter plans by: " . pr— Not looking for medical coverage? Shop for a dental or vision plan.
@- @J- @- To change the Plan List view, click View/Edit Filters.

> Reset all filters . . : . .

Dedualble HSA Dedu‘:tlble v . S . Basics Estimate Savings Medical Plans Dental Plans Vision Plans Summary

Bronze Bronze Bronze Select One... View/Edit Filters v Click to compare plans
Plan Level Q)
(JBronze (3) Kaiser Permanente - Bronze Kaiser Permanente - Bronze Kaiser Permanente - Bronze
O sil 3 0 O 8200/0% 0 o] 0 [o] H :
e il isbed it o Bronze B08S Free Telehealth View and Select Medical Plans Save and Resume Later
O Platinum (1) View Details Total Premium

( plan details 0) C plan details 0) ( plan details o) (EPO)

[ Catastrophic (1) $45 1 53 O
See IMPORTANT notice about participating providers and covered drugs
Annual Deductibles Out-of-Pocket Maximums Primary Care Physician - /mo.
e apply OB apply © BN =rrly [>) v .
®© Medical Deductible: N/A Medical Benefits: N/A Telehealth services are available . . . o .
O Yes s A S S s e Drug Deductible: N/A Drug Benefits: N/A through PhysicianNow with your D Select to Compare All of our p‘lans mclud‘e preven‘tn‘le care, such as screenings am':l flu ?hofs, for $0 copays when you visit doctors in you‘r net\n{ork. You carl falk to a doctor by
O No el Email T print el Email T Print e Email T3 Print phone or video 24/7 with our digital tools. If a plan has a deductible, it's important to know that you can use many services (like doctor visits) before you have to

Where am | buying
from?

O Show both

® @ Kaiser Permanente
Direct

O @ Exchange plans
offered through
Covered California

Qualify for o
federal financial

help?

see if you qualifyo

ANTICIPATED PREMIUM COSTS

See if you qualify for federal financial assistance

( check eligibility

DENTAL

PREMIUM ®

YOUR ESTIMATED COST

$256.65

MONTHLY MEDICAL
PREMIUM

$256.65

MONTHLY DENTAL
PREMIUM

$0.00

©

YOUR ESTIMATED COST

$264.79

MONTHLY MEDICAL
PREMIUM

$264.79

MONTHLY DENTAL
PREMIUM

$0.00

MEDICAL PREMIUM BREAKDOWN

TOTAL PREMIUM

$256.65

FAMILY COMPONENTS
SELF

$256.65

TOTAL PREMIUM

$264.79

FAMILY COMPONENTS
SELF

$264.79

DENTAL PREMIUM BREAKDOWN

FAMILY DENTAL TOTAL

$0.00

SELF

N/A

FEATURES

ANNUAL MEDICAL
DEDUCTIBLE
(INDIVIDUAL/FAMILY)

$8,200/$16,400

FAMILY DENTAL TOTAL

$0.00

SELF

N/A

ANNUAL MEDICAL
DEDUCTIBLE
(INDIVIDUAL/FAMILY)

$7,000/$14,000

Edit Dental

YOUR ESTIMATED COST

$265.65

MONTHLY MEDICAL
PREMIUM

$265.65

MONTHLY DENTAL
PREMIUM

$0.00

TOTAL PREMIUM

$265.65

FAMILY COMPONENTS
SELF

$265.65

FAMILY DENTAL TOTAL

$0.00

SELF

N/A

ANNUAL MEDICAL
DEDUCTIBLE
(INDIVIDUAL/FAMILY)

$6,300/$12,600

Combined Medical and Drug
Deductible: Individual: $8,700 /
Family: $8700 per person | $17400
per group

& Are my Providers In-Network?

Medical and Drug Benefits Total:
Individual: $8,700 / Family: $8700 per
person | $17400 per group

Bronze B07S HSA + Free Preventive Care

(EPO)

Annual Deductibles

Medical Deductible: N/A

Drug Deductible: N/A

Combined Medical and Drug
Deductible: Individual: $5,950 /
Family: $5950 per person | $11900
per group

& Are my Providers In-Network?

Out-of-Pocket Maximums

Medical Benefits: N/A

Drug Benefits: N/A

Medical and Drug Benefits Total:
Individual: $6,900 / Family: $6900 per
person | $13800 per group

Bronze B10S Free Telehealth

(EPO)

Annual Deductibles

Medical Deductible: N/A

Drug Deductible: N/A

Combined Medical and Drug
Deductible: Individual: $6,600 /
Family: $6600 per person | $13200
per group

[ & Aro my Providore In Notwark?

Out-of-Pocket Maximums

Medical Benefits: N/A

Drug Benefits: N/A

Medical and Drug Benefits Total:
Individual: $8,150 / Family: $8150 per
person | $16300 per group

plan.

Coinsurance: No charge after
deductible

View Details

Primary Care Physician

Telehealth services are available
through PhysicianNow with your
plan.

Coinsurance: 50% Coinsurance after
deductible

View Details

Primary Care Physician

Telehealth services are available
through PhysicianNow with your
plan.

Coinsurance: 50% Coinsurance after
deductible

7 Add to Cart

Total Premium

$513.99...

D Select to Compare

Add to Cart

$514.79..

[ ] Select to Compare

Add to Cart

meet that deductible.

Based on what you told us, here are the plans that fit your needs. Select a plan name to view that plan's complete benefits.

Estimated Tax Credit

Applied @:
© Not Provided
Coverage for:

bob (Applicant)

Show more details

Filter by:

m Off-Marketplace
plans

O ) Marketplace plans @
O . Most Popular plans

Monthly Cost (2)
Upto$200  (0)

(] $201-$450  (3)

() $451-$700 (1)
$701-$1000  (0)
Above $1000  (0)

Medical Deductible (2)
() Under $1500  (2)
$1501 - $3500 (0)
() $3501-$4500 (1)
$4501 - $5500 (0)
() Above $5500 (1)

HSA Compatible (2)
Yes (0)
O No 4)

Benefits Metal Tier @
Catastrophic ~ (0)

(] Bronze (1
(] Silver (1
() Gold (1)
() Platinum (1

Covered services are subject to

Aadiatihl (| 4h

< You are viewing 4 Medical plans

Show me my doctor )

[} Show me my medications @

Help Me Choose

Most Popular

Anthem Bronze 60 D

HMO

fr Add to Favorites

() Email, compare, print

Mosl Popular

Anthem Silver 70 Off
Exchange HMO

ﬁ Add to Favorites

() Email, compare, print

Anthem Gold 80 D
HMO

ﬁ Add to Favorites

O Email, compare, print

Sort Plans By:

Monthly Cost W | compare | Email | Print

Deductible(s): $6,300

Separate prescription drug deductible: $500
Primary Care Visit: You pay $65.00 per visit
for the first 3 visits per member - not subject to

deductible. For additional visits you pay $65.00 per m

visit after deductible.

$300°2 /me @

*All office visit copayments count toward the same
3 visit limit.

Preventive Care: You pay $0

Drug List =

Deductible(s): $3,700

Separate prescription drug deductible: $10
Primary Care Visit: You pay $35.00 per visit -
not subject to deductible.

Preventive Care: You pay $0

Drug List =

$311°6" /mo @

Deductible(s): $0

Separate prescription drug deductible: $0
Primary Care Visit: You pay $35.00 per visit -
not subject to deductible.

Preventive Care: You pay $0

Drug List =

$41 5'40 /mo @




PLAN FINDER USER TEST OHO INTERACTIVE

How to Improve? Top Open Response

Easier Path to Plan Finder: 5

Reduce Amount of Personal Information Required: 5
Improvements to Plan Finder Interface: 4

Navigation and Wayfinding: 4

Design: 3



USER COMMENTS

Easier Path to Plan Finder (5)

* “The best route from point a to b is a straight line. This
applies to websites as well.”

« “Make a quick link at the top of the website home page
to shop plans”

« “I would like to get to the insurance info/comparison
screens quicker.”

» “just one click that gives me a table with all the relevant
information for all plans so that i can compare each one”

» “just show the plans on the first page”

Reduce Amount of Personal Information Required (5)

« “| would have a shortcut to get to the plans without
questions about income or other advertising.”

« “Having a direct quote option instead of having to click
through links.”

* “Reduce the basic information required to get to a point
of comparing plans”

* “Do not ask intrusive questions about my info BEFORE
giving me info on the various plans.”

* “Not having to enter in so much information.

Plan Finder User Interface (5)

« “Have the select box more obvious and sort by options
for results.”

* “Make it easy to compare plans at a glance”

» “Consolidate the plans for comparisons”

« “Always have a comparison chart detailing all relevant
information.”

e “Having a lowest price filter”

Navigation & Wayfinding (4)
“Simplify navigation”

“Easier navigation on the homepage.”
“Better menu options”

“Easier paths to follow”

Design (3)

e “More colorful displays”

« “Make use of the open white space to compare more at
a time”

« “Make the fonts bigger”

Simple Overview Price Chart (2)

* “Average price chart that you could view”

« “Give a general overview of plans with estimated costs
based on zip code.”

Content (2)

* “More instructions needed”

« “Having more information or a video on how to
understand the jargon”

OHO INTERACTIVE

Chat (2)

e “Having a chat available”

e “Apop up tap that allows the person to ask Al or a live
person any questions they may have”

Readability (2)
* “Make it easy to read”
e “Less words”

Doctor Coverage (2)

* “I'd like to be able to confirm doctor/clinic coverages”

* “Make it clear what costs are for in and out of network
physicians”

Other Services/Features (2)

» “I'd like to be able to see a list of services etc. and the
associated costs so everything is clear”

« “Make prescription drug costs for generic, brand, on
formulary, off formulary available so people can estimate
costs”

View Plans by Existing Medical Condition (1)
e “Let a user put in some relevant healthcare needs and
estimate costs across multiple plans.”

Technical (1)
* “Quicker loading times”
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Recommendations

Usability Testing: Discover and fix rudimentary barriers to
access

Design: Limit the amount of text and use white space to
highlight next steps and action buttons

Filters: Users did not engage with the filters — keep these
simple and clearly labeled.

Contextualize Price: costs are large and intimidating
Comparison: Provide methods to easily compare plans

Orient Prospects: Help them get oriented to plan offer and
pricing in one table



THANK YOU.
SIGN UP FOR A UX
AUDIT




