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We’re designers who think like marketers,  
developers who think like designers, and  

strategists who think like your users.



Healthcare Clients
• Blythedale Children’s Hospital
• Hebrew Senior Life
• Montefiore Medical Center
• The Children’s Hospital at Montefiore
• Partners HealthCare
• Texas Children’s Hospital
• Brigham and Women’s Hospital
• Brooks Rehabilitation Center
• Boston Scientific
• 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

USER TEST OHO INTERACTIVE
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User Testing

PLAN FINDER USER TEST OHO INTERACTIVE

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%



Sites Reviewed
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Task

PLAN FINDER USER TEST OHO INTERACTIVE

Imagine that you are looking to purchase a new health 
insurance 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.
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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

0 2 4 6 8 10

Prioritized Needs
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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

0 2 4 6 8 10

Influencers



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?

OHO INTERACTIVEPLAN FINDER USER TEST
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NARROW WIDTH FORCES 
TABLET VIEW LIMITING 

FILTERS



Kaiser – Ease of Use
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NO PLACE TO CLICK

HEALTHCARE.GOV

PLAN FINDER

http://healthcare.gov
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Challenge Getting to the Plan Comparison

OHO INTERACTIVEPLAN FINDER USER TEST
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BCBS Tennessee – Ease of Use
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Anthem

OHO INTERACTIVE
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Ease of Use Comparisons

OHO INTERACTIVEPLAN FINDER USER TEST
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Kaiser Permanente BCBS Tennessee Anthem
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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

OHO INTERACTIVEPLAN FINDER USER TEST



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)
• “I 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.”
• “Having a lowest price filter”
 
 Navigation & Wayfinding (4)
“Simplify navigation”
“Easier navigation on the homepage.”
“Better menu options”
“Easier paths to follow”
 
Design (3)
• “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”
 

Chat (2)
• “Having a chat available”
• “A pop up tap that allows the person to ask AI or a live 

person any questions they may have”

Readability (2)
• “Make it easy to read”
• “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)
• “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

OHO INTERACTIVEPLAN FINDER USER TEST
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