BLUE CROSS BLUE SHIELD

HORIZON BLUE: HEURISTIC EVALUATION



HEURISTIC ANALYSIS OF BLUE
HORIZON BLUE CONSUMER PORTAL

WE HAVE EVALUATED THE CURRENT USER EXPERIENCE WITH JAKOB
NIELSEN'S 10 STANDARD HEURISTICS PRINCIPLES.

Visibility of System Status

Match Between System and The Real World
User Control and Freedom

Consistency and Standards

Error Prevention

Recognition Rather Than Recall

Flexibility and Efficiency of Use

Aesthetic And Minimalist Design

d2opg SRobn Enogs b I =

Help Users Recognize, Diagnose, And Recover From Errors
10.Help And Documentation

S



EXPERT REVIEW

Three-point scale

2 High 5 Medium 2 Low
 Imperative to fix, needs to be  Important to fix and should be » Need not be fixed unless extra time
worked on before the product can be considered before product can be is available on project:
released: released:
« Summary of problems observed in this
» Summary of problems observed in this « Summary of problems observed in this category
category . . category _ . » Cosmetics or style related issues
* Primarily the consistency issues » Typographical inconsistency and issues - Paginations
* Variation in the layouts for the same or » White spacing « Vertical scroll bars
similar features « Additional features for the better user
- Navigation/Menu & actions related experience
issues  Placements of the objects
» Horizontal scrolling which are not part
of the design
Please Note:

= Observations are made purely on the basic understanding and UX best practices
= Some of the observation might differ as they might be implemented due to business or technical requirements

* Usability Standards: ISO 9241-210:2010 Ergonomics of human-system interaction -- Part 210: Human-centered design for interactive systems

** Accessibility Standards: http://www.w3.org/standards/webdesign/accessibility
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HEURISTIC EVALUATION — CONSUMER PORTAL

Home page

.I English

Horizon @

I Medium

DOCTOR HOSPITAL FINDER CONTACTUS m LOGIN

. Heuristic: Flexibility and Efficiency of use

a We make it easy to find the right . B y Y i’ .
plan for your needs. Issue: “Get Quote” and “Enroll Now" are the primary
P T — 4 action items which are not accessible to the users

. @ Save money if you're eligible for subsidies UnleSS SCl'Olled down. AlSO, these bUttOI’lS don't have

@ Compare plan benefits side-by-sidé

any hover effect. This behavior makes these cards less
accessible, efficient and discoverable.
Recommendation: “Get Quote” and “Enroll Now”
buttons could appear within Hero banner and provide
clearer visual cue for clicking.

Do you want to get a quote or eiroll in a plan?

Browse our plans to find the best coverage for you and your family.

Low
@ Heuristic: Aesthetic and minimalist design
Issue: Top blue bar and blue buttons in the top header
el Guote EnrallNow are too prominent and stealing attention away from
You can select multiple plans to save and compare Create an application and enroll in health coverage

primary tasks.

Recommendation: Language selection can be moved in
white header below and make blue buttons less
prominent so that users can focus on the primary intent
of the page.
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HEURISTIC EVALUATION — CONSUMER PORTAL

Get A Quote

= Horizon Rt

v Step 1 of 6: Eligibility Information Next: Plan Selection

N
. . .

We make it easy to find the

right plan for your needs. .
A} rsonalized plan recommendations.

V-)-_.
ney ityol're eligible for subsidies
’

n.b néﬁs side-by-side.

What Coverage Do You Need?

2IP Code * County *

Select One

Heuristic: Visibility of system status

Issue: This page needs to clearly indicate the primary
function/purpose. User can have hard time to find out
what's the current page and functionality offered.
Recommendation: Every page in quote creating flow
can have “Create a Quote” page title

Heuristic: User control and freedom

Issue: This page need a clearly marked “Exit” to leave
get a quote workflow.

Recommendation: Provide close / exit button so that
user can exit this process at any time.

Medium

Heuristic: Aesthetic and minimalist design

Issue: The hero banner is taking too much of real estate
and attention unnecessarily.

Recommendation: Eliminate Hero banner in order to
make quoting questions prominently.
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HEURISTIC EVALUATION — CONSUMER PORTAL

Get A Quote

Step 1 of 6: Eligibility Information H
tep gibility t . A ngh
' ' Heuristic: Visibility of system status
v Issue: Blue Horizon offers services in only specific zip
codes. This page does not clearly communicate this
What Coverage Do You Need? . . Pag ) Y _
information. Also, this Ul prompts inaccurate /
ZIP Code * County * o** . . Lo .
B misleading error message even after providing a valid
28027 ‘ ‘ Select One h
A Please enter a valid zipcode A This field is required Zi p Cod e.
Recommendation: Provide clear instructions and
appropriate error message about acceptable zip codes
- - to eliminate error-prone condition.
Do you qualify for Special Enrollment?
Completing an application for Special Enrollment requires a Qualifying Life Event (QLE). You LOW
will be asked to provide more details later.
‘ ‘ , Heuristic: Aesthetic and minimalist design
If you have experienced a life event and need health insurance, we can help see
if you qualify for a Special Election Period. Documentation is required for all life |Ssue: ThIS page reqUireS users tO eXCGSSively SCI’Oll
ivents. If you lost coverage or have access to a Heélth Reirﬁburssmenl baCk'and'Forth tO read questions and the Options. ThIS
rrangement, you are not eligible to select an effective date in the past. The

effective date will be assigned based on the sligibility criteria once the application behavior can be annoying to user and ha rm Users' FOCUS.

is processed.

Recommendation: Arrange page content to reduce
motor movements and cognitive load.

. Change in Household Size
5 ®
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HEURISTIC EVALUATION — CONSUMER PORTAL

Get A Quote

= Horiz,onI @

Medium

Heuristic: Aesthetic and minimalist design
Issue: Too many horizontal, vertical and internal

wv Step 2 of 5: Plan Selection

Next: Registration/Login

Horizon Advantage EPO scrolling causes too much of motor load on the user.
E:::::h;::;iir:hange Horizon Advantage EPO Essentials - Standard Catastrophic $207.30 User must constantly scroll back-and-forth to access
Plan Off Exchange Plan Monthly Premium different information and functionality.
This behavior can be annoying to user and harm users’
dd plan t
e pano compere $8,700 $8,700 $17,400 $17,400 focus.
Individual Deductible  Individual Out-of- Family Deductible Family Out-of-Pocket R d t- . A C t d l
add plan to compare Pocket Maximum Maximum ecommendactcion: Arrange Compare section and ptan
filters in a way, which can be seen and accessed easily
COMPARE PLANS without scrolling a lot. Make “COMPARE PLANS"
Compare v VIEW DETAILS SELECT PLAN

function more intuitive.

BACK
| v Issue: Multiple buttons (Compare plans, Select Plans,

Back, Review quote) with similar level of importance
and visual treatment causes conflict and divided
attention.

Recommendation: Maintain proper visual hierarchy in
button treatment. Each page should have only one
primary action button and rest secondary or tertiary
actions.
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BLUE CROSS BLUE SHIELD

HORIZON BLUE: PROPOSED DESIGN



English v ‘

.- < :
HOI'lZOIl. Find A Doctor/Hospital Contact Us

We make it easy to find the
right plan for your needs

Personalized plan recommendations

Save money if eligible for subsidies V|eW the InteraCtlve

@ Side-by-side plan comparison DrOtOtyDe OF the
proposed design >

[J Option

Do you want to get a quote or enroll in a plan? - -
Enroll Now >

Browse our plans to find the best coverage for you and your family!

Prescription Drug List ~ Provider Directory =~ Language Assistance = Nondiscrimination Notice =~ _Privacy Policy =~ Terms & Conditions

© Attention:This website is not the Health Insurance Marketplace website. This website does not display all Qualified Health Plans available through the Health Insurance Marketplace
website. To see all available Qualified Health Plan options, go to the Health Insurance Marketplace website at HealthCare.gov
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https://xd.adobe.com/view/5fb4e790-50df-4f49-a707-21c3efaa3276-0ae7/

PROPOSED DESIGN FOR HORIZON BLUE - CONSUMER PORTAL

Home page

After

- English ‘ English v 1 Log in
LT =
N . 5

We make it easy to find the right HOI‘iZO.Il» Find A Doctor/Hospital Contact Us

plan for your needs.

.
¢ We make it easy to find the
Do you want to get a quote or enroll in a plan? [ r|ght plan for your need‘"
Browse our plans to find the best coverage for you and your family. e ~
) A ) P lized pl dati
et auore - ersonalized plan recommendations
T . Save money if eligible for subsidies
/«/ N\\\ @ Side-by-side plan comparison
l L] L] L] L] L] ‘
I 1. Intuitive, clear navigation and visual i
I L] . . ) 3
! hierarchy which allows users attentionto | e
1 .
I 1
. primary ,UI elements i Do you want to get a quote or enroll in a plan? @,
: 2 EmphaSIZed hero banner Content : Browse our plans to find the best coverage for you and your family!
1 °
i 3. Accessible and above the fold Call-To- |
1 ° N\,
: ACt | 0 n b U l‘.tO nS FO I' "G e t a Q U O te" a n d \\ Prescription Drug List ~ Provider Directory ~ Language Assistance  Nondiscrimination Notice ~ Privacy Policy ~ Terms & Conditions
1 . 4
! “Enroll Now” actions so that users don’t /
1 s
I‘\ h a Ve to SC ro ll d OW n I' © Attention: This website is not the Health Insurance Marketplace website. This website does not display all Qualified Health Plans available through the Health Insurance Marketplace
\\ ’I website. To see all available Qualified Health Plan options, go to the Health Insurance Marketplace website at HealthCare.gov
N e e e e e ’al
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PROPOSED DESIGN FOR HORIZON BLUE - CONSUMER PORTAL

Get a Quote

After

[eon_~)
ety =
< We make it easy to find the right m Find A Doctor/Hospital Contact Us

o Vi - plan.-for your needs.
B
3 N S Gotglorst s
’ / ¥ ¥ R o e Get a Quote

3c 7 - —o 2 3 a 5 6
iligibility Information Plan Selection Specialty Plan Registration/Login Quote Review Quote Confirmation
©

What Coverage Do You Need?
s o

What Coverage Do You Need?

ZIP Code * County *

-

-~ ~s ‘ | Select County v

I/ N, Only New Jersey Zip codes are accepted

1. Prominent page heading to provide clear
context to the user

2. Close button to allow users to exit the
quoting process so that users don'’t feel
stuck

3. Horizontal progress stepper for better AN
visibility of the progress )

Prescription Drug List ~ Provider Directory ~ Language Assistance ~ Nondiscrimination Notice _Privacy Policy =~ Terms & Conditions

L

o — y,

/’
2/ © Attention:This website is not the Health Insurance Marketplace website. This website does not display all Qualified Health Plans available through the Health Insurance Marketplace
4' Co n textua l h elp n o tes tO p reve n t U Se rS ,’ website. To see all available Qualified Health Plan options, go to the Health Insurance Marketplace website at HealthCare.gov
. I
\ from making errors /
(N 4
\\~ __________________________________________________ ’II

Company Confidential © Capgemini 2022. Allrights reserved | 11



PROPOSED DESIGN FOR HORIZON BLUE - CONSUMER PORTAL

Get a Quote

Before After

N - 5
Hor |,_|.,I| E’@ DOCTOR HOSPITAL FINDER CONTACTUS m LOG IN O

Do you qualify for Special Enroliment?

{/é-\] Change in Iocation or Income O Completing an application for Special Enrollment requires a Qualifying Life Event (QLE). You will be asked to provide more details later.

If you have experienced a life event and need health insurance, we can help see if you qualify for a Special Election Period. Documentation is required for
) omer o) all life events. If you lost coverage or have access to a Health Reimbursement Arrangement, you are not eligible to select an effective date in the past. The
7 offective date will be assigned based an the eligibility criteria once the application is processed

Ry, & I\ 3] < (2]

Change in Lost Change in Change in Location Other
Who Needs Insurance? Household Size Coverage Status or Income reason
If yau would fik wuitiphe children without an adult being cavered on the plan, we can help. Please cal 0-224-1234. \f\/ @ () /\' :\/
a S = je a QLE: Lost Coverage
How did this happen? * When did this happen? *
‘ Loss of minimal essential coverage - 10/04/2022 ™ ‘
,’_ __________________________________________________ =~q Coverage Effective Date *
/ AN | 1011272022 -
\

Based on the Qualifying Life Event, you are eligible for coverage starting on 10/12/2022

You will be asked to submit optional documents to verify your QLE.

1. Horizontally aligned tiles provide better

visual flow and less need to scroll back- :
: O

and-forth ~
Consistent visual treatment for similar
e le m e n tS FO r b e tte r a esth e ti C a p pea l a n d \} w~ould like to enroll multiple children without an adult being covered on the plan, we can help. Please call 1-800-224-1234.

lesser cognitive load o < s s m | a H »

Who Needs Insurance?

™

o —

Self Only Add Partner/Spouse Add Family Add Child ild Only

\ / —~ —~ —~ —~
\\ ,’ @ @ ) O/ /
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