hi! Nationwide’

Usability Testing Research Results

InQuira

Presented by Theresa Wilkinson

ﬂ! Nationwide’



Usability Testing Results

Nationwide EET— Agenda

is on your side
Claims Services | [Ser

e weeee | 1. Executive Summary

Home > Services > Auto > Tow > Key Replacement

Key Replacement Expand Al

2. Feedback from Testing

Members may have coverage that provides reimbursement for the replacement of keys, key fobs, or locksmith services already
performed. This coverage may originate from RSA Basic of Plus coverage, EXABLO coverage, or On Your Side Rewards.

® Guidelines
1 important: The policy format, or whether the policy state has relled out to ClaimCenter o remains in eCCAp, determines

.
how many claims you will open when keys fo multiple vehicles are lost of one time (le key ring lost) 3 A p p e n d I X
.

1. If the claim is taken in eCCAp, regardiess of how many vehicles are impacted, a separate claim needs o be opened for
each vehicle.

2. If the claim taken in Claimcenter and is Nationwide formatted, take a separate claim for each vehicle.

3. Ifthe claim is faken in Claimcenter and is Alied formatted, take a claim on the policy and select allimpacted vehicles. If
vehicles are on more than one policy, Take a claim on each policy involved.

¢ Use this workflow when a customer requests reimbursement for the cosl of keys, key fob, locksmith services already
performed or Is requesting key replacement service and has not obfained fhe replacement key.

+ Allied Extro (EXABLOK:Overs aufo and home key replacement.

« The key replacement endorsement is not available on all policies. When speaking with the member do not attempt to
confirm if coverage exist on the policy and do not call the PLSC in an attempt to verify coverage. The claims adjuster is the
only person who can confim if coverage exists. Let the member know their claims adjuster will discuss coverages with them,
+ Centralized fire and Theft claims area handies key replacements and reimbursement.

« In some cases Agero Is able to cut keys when service is dispatched; additional fees may apply.

+ Commercial and Specialty Auto (Titan) i may only submit by mail or fax, not phone.

the three key components when offering vendors:

- Name of company providing service
- Informing caller that the provider Is a 3rd party
= Convaying that use of the provider is the customer's option/choice

©Key Replacement through On Your Side Rewards
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EXECUTIVE SUMMARY

Overview

* The current InQuira system is difficult to use and the search is not effective

« It currently takes 203 seconds to find a search term in the system

» Fifty percent of support calls are InQuira-related

« If the CSR cannot find the solution, they must call the Help Desk and wait for the answer or call
the customer back

Goals of Study

« Identify any obstacles or improvements for the InQuira prototype

Recommendations
« Stability / Reliability - Ensure InQuira search is reliable, stable and performance has improved
» Usability — Ensure InQuira navigation is more intuitive

Opening Question - What are your first impressions of the application?
*  23% (9 of 39) Information layout

*  23% (9 of 39) Simple/clean look & feel

* 21% (8 of 39) Likes top navigation

*  21% (8 of 39) Likes results page

 13% (5 of 39) Likes filters
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EXECUTIVE SUMMARY - continued

Task 1 - A customer calls saying the towing company has not been paid. Where
can she call to follow-up on the bill?

« 100% (8 of 8) Successfully completed task

« 100% (8 of 8) rated the task moderately easy or extremely easy

Task 2 - What is the state code for HI? What is the region code for MD?
* 100% (8 of 8) successfully completed task
« 100% (8 of 8) rated the task moderately easy or extremely easy

Task 3 - Which department gets assigned to key replacement claims?
*  63% (5 of 8) successfully completed task
*  40% (5 of 8) rated the task moderately easy or extremely easy

Task 4 - A customer calls asking for a mailing address to send her tow invoice to

so she can get reimbursed. What is the address?
* 100% (8 of 8) successfully completed task
« 100% (8 of 8) rated the task moderately easy or extremely easy
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EXECUTIVE SUMMARY - continued

Task 5 - What are the Harleysville personal property prefix codes?
* 50% (4 of 8) successfully completed task
*  48% (6 of 8) rated the task moderately easy or extremely easy

Task 6 - What is the Property Loss Cause code for Wind/Water Damage?
« 100% (8 of 8) Successfully completed task
« 100% (8 of 8) rated the task moderately easy or extremely easy

Closing questions - What do you like best about the application?
*  42% (9 of 19) Information layout

*  32% (6 of 19) Simple/clean look & feel

« 26% (5 of 19) Top navigation

Closing questions - If you could change 1 thing, what would it be?
*  39% (7 of 18) Usability - Darker button colors

*  33% (6 of 18) Stability/Reliability — Search

« 28% (5 of 18) Positive Experience
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EXECUTIVE SUMMARY - continued

Ease of Use
» 88% (7 of 8) rated the application as moderately easy or extremely easy

Satisfaction
» 100% (8 of 8) were moderately satisfied or extremely satisfied (CSAT) with their

InQuira experience
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Opening Questions

What are your first impressions of the application?

N =39
30%
550 Comments:
5/ 7220/, 7220/,
o 4070 4070 21% 21% o )
I like the clean look
20%
15% 120 “Navigation is simple and easy to find"
(s} $LTO 70
109 "I like the filters. The old version did not have many
0% filters”
5% "Th L .
e old application looked really busy — this one
0% does not. I like that”
Information  Simple/clean Iikés tgp Likes results  Likes filters "I like the navigation — I like it a lot”
layout look & feel navigation page
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Task 1

A customer calls saying the towing company has not been paid. Where can she
call to follow-up on the bill?

Task Success 100%

Task Effectiveness* 75%
Average Task Time 4.1 minutes
Single Ease Question** 100%
Errors*** 0%

* Task Effectiveness = # of task successfully completed / # of tasks undertaken

**The Single Ease Question (SEQ) is a 7-point rating scale to assess how difficult users find a task. It's administered immediately after a user
attempts a task in a usability test.

***See Research Plan for error definitions
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Task 2

What is the state code for HI? What is the region code for MD?

e

Task Success 100%

Task Effectiveness* 75%
Average Task Time 3.75 minutes
Single Ease Question** 100%
Errors*** 0%

* Task Effectiveness = # of task successfully completed / # of tasks undertaken

**The Single Ease Question (SEQ) is a 7-point rating scale to assess how difficult users find a task. It's administered immediately after a user
attempts a task in a usability test.

***See Research Plan for error definitions
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Task 3

Which department gets assigned to key replacement claims?

e

Task Success 63%

Task Effectiveness* 63%

Average Task Time 4.8 minutes

Single Ease Question** 88%

Errors*** 40% (> 5 minutes to complete)

* Task Effectiveness = # of task successfully completed / # of tasks undertaken

**The Single Ease Question (SEQ) is a 7-point rating scale to assess how difficult users find a task. It's administered immediately after a user
attempts a task in a usability test.

***See Research Plan for error definitions
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Task 4

A customer calls asking for a mailing address to send her tow invoice to so she
can get reimbursed. What is the address?

e

Task Success 100%

Task Effectiveness* 75%
Average Task Time 3.75 minutes
Single Ease Question** 100%
Errors*** 0%

* Task Effectiveness = # of task successfully completed / # of tasks undertaken

**The Single Ease Question (SEQ) is a 7-point rating scale to assess how difficult users find a task. It's administered immediately after a user
attempts a task in a usability test.

***See Research Plan for error definitions
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Task 5

What are the Harleysville personal property prefix codes?

e

Task Success 50%

Task Effectiveness* 50%

Average Task Time 4.9 minutes

Single Ease Question** 88%

Errors*** 50% (> 5 minutes to complete)

* Task Effectiveness = # of task successfully completed / # of tasks undertaken
**The Single Ease Question (SEQ) is a 7-point rating scale to assess how difficult users find a task. It's administered immediately after a user

attempts a task in a usability test.
***See Research Plan for error definitions
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Task 6

What is the Property Loss Cause code for Wind/Water Damage?

e

Task Success 100%

Task Effectiveness* 75%
Average Task Time 3.8 minutes
Single Ease Question** 100%
Errors*** 0%

* Task Effectiveness = # of task successfully completed / # of tasks undertaken

**The Single Ease Question (SEQ) is a 7-point rating scale to assess how difficult users find a task. It's administered immediately after a user
attempts a task in a usability test.

***See Research Plan for error definitions
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Task Effectiveness

Successful Completion Rate

100%
90%
80%
70%
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Tasks Given to Users



Participant Distribution
Closing Questions
Survey Questions

APPENDIX



Participant Distribution

User Gender Years of
Experience

15

<5

15

<5

<5

2

3
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Closing Questions

What do you like best about the application?

N = 19 comments / \
60%

Positive Comments:

50%
42% ) )
"Tlike the white space”

40%

30% “T like the navigation”

20% "I like the path that is listed at the top —is that

10% called a bread-crumb?”
(o]

"It doesn't look old — it looks up-to-date”

- /

0%

Information layout  Simple/clean look & feel Top navigation
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Closing Questions

If you could change 1 thing, what would it be?

N = 18 comments @(7 of 18) Usability - Darker button coIors\
50%

45% 399 33% (6 of 18) Stability/Reliability - Search

40%

359% - 33% 28% (5 of 18) Positive Experience

30% - 28%

(o}

259, - User Comments:

20% - . .

15% - "Will the search work in the new one?”

[o) -

10? “I know the search does not work in this
5% - . . "
0% prototype, but will it work in the new?

Usablllty Stablllty/ReIlablIlty Positive Experience "Can the button colors be darker?”
“Treally hope it looks like this prototype. I like

\ /
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Survey Questions

Q 1 - How would you rate the ease of using this application?

Extremely
Difficult

Moderately
Difficult

Slightly
Difficult

Neither
Difficult
nor Easy

Slightly
Easy

Moderately
Easy

Extremely
Easy

Q 2 - Did you experience any errors while using the application?

O Yes
O No

Q 2A - If yes, was the error message intuitive for you to understand the problem?

O Yes
O No

Q 2B - If no, please explain in detail

Text box
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Survey Questions

Q 3 — Overall, how satisfied are you with your experience?

Extremely
Dissatisfied

Moderately
Dissatisfied

Slightly
Dissatisfied

Neither
Dissatisfied
nor
Satisfied

Slightly
Satisfied

Moderately
Satisfied

Extremely
Satisfied
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