


INDIVIDUAL LIFE
INSURANCE




PROJECT OVERVIEW

Conexao / Connection is the name of Prudential's (B2B / B2C) life
insurance sales platform. On this platform the company sells the
product "individual life insurance”

This is a premium and customizable product as needed by our
partners' customers:

ItaaUniclass (o INVestiMmentos
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"THE PROBLEM™

Creation of a new individual life insurance sales platform,
which meets the needs of partners, with greater flexibility and
ease of use.

In fact, this was just the tip of the "rock’!
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CREATIVE PROCESS
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CREATIVE PROCESS

e Research quantitative e« Fit/Gap « Map flow e Map flow

o Userinterview e 5 whys UX o Crazy 8s o Crazy 8s

o Stakeholders interview e Important/ urgent o User flow o User flow

o Persona martrix o User tests o User tests

o Jorney mapping o Wireframing
o Experience diagram o User tests

e Benchmark o Prototype
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DISCOVERY

Find out what the real problem will be solved
We talked to as many users as possible to understand what their
real problems were and which ones would be resolved.

To explore the universe of possibilities

o Quantitative research
11 wholesalers, 1 internal wholesaler, 4 consulters
and 5 directors

o Qualitative research

21 people interviewed, leaders, directors, wholesalers and
internal wholesalers
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DISCOVERY RESULT
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DISCOVERY RESULT

Data tabulation

« 10 personas: At this point, we didn't know which persona would be our target

Internal users Partner users (consultants & advisors)
Wholesal It | Directors/ Ital Ital Uniclass XP BTG Pactual
Ol€sdiers nherlna | ] |redc Oors Personnalité (bank) Investments (bank)
WHOIESAIErS caders (bank) (stock broker)
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DISCOVERY RESULT

Data tabulation

« 10 personas: At this point, we didn't know which persona would be our target

Internal users Partner users (consultants & advisors)
Wholesal It | Directors/ Ital Ital Uniclass XP BTG Pactual
Ol€sdiers nherlna | ] |redc Oors Personnalité (bank) Investments (bank)
WHOIESAIErS caders (bank) (stock broker)

e Jorney mapping
to understand where the personas are in the electronic proposal and what they do

« Experience diagram
Shows the pain points of each persona
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ORGANIZING - JOBS TO BE DONE BY EACH PERSONA

Leader Marcelo - Internal wholesalers  oenise Ariel

Acompanhament Melhorar a ReSOIVO (0]
DEEIosTe o de KPI para experiéncia
CONTROLE tomada de seu
DECISAO dos N
Parceiros problema
ff
Wholesalers & Thomas . .
Advisor & consultant Ve Igor
ACOMPANHAR ek ( artﬂerS)
status/ senvicedes
pendéncias RESOLVE p APOLICE EMITIDA Proposta ACEITA
pelo cliente

Client

Davi Heitor
Pago e ndo Se pudesse
me faria tudo
preocupo sozinho
mais!
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ORGANIZING THE PERSONA

The clients

. 49
Davi
Me {name} anos

Sao
exigentes "Prudential

| am {profile} Qe s

Informa

| do {tasks} arenda  wemes  Pagar
$$
. Abordagem {gerente}, Eu muitos
i ndo tenho
Why {pains} e e, ity

facilidade no

| need {needs}

. . Protecao
To get {motivation} e
e familia

Heitor

cliente

digital quer

agilidade

Escolher
o plano

Nao é
mobile

Praticidade

Garantir que
nenhum
imprevisto que
impacte o

acumulo de renda

do meu futuro

anos

Delega o
atendimento
ao consultor

pagar

Passar

. ” O banco ja
informacdes tem esses
sensiveis dados, pq

por telefone pedir de novo?

Seguro
auto
service

Protecao e
acumulo
de renda

The internal wholesalers

Me {name}

| am {profile}

| do {tasks}

Why {pains}

| need {needs}

To get {motivation}

Denise

anos

-1 ano quero
empresa participar

Melhorar a
experiéncia
dos
Parceiros

Processo de
venda muito
mais rapido
nos
concorrentes

assumir
risco
inteligente

consultores
satisfeitos

Tomar
decisdes
diferentes
para cada
situacdo

35
anos

Ariel

cuidar
dos
parceiros

-1 ano
empresa

acompanhar
0 processo
de venda

Consultores
tem
dificuldades
sistema

Tirar
duvidas e
ajudar no
pés-venda.

consultores
ficarem
satisfeitos
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PERSONAS - ADVISOR & CONSULTANT
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PERSONA - CONSULTANT/ ADVISOR
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DRAFT: OVERVIEW OF PERSONA'S JOURNEYS

Personas

. Wholesalers I/WS UW Consultor Cliente

Estratégia Pré Venda Pos Venda Branding

A\ 4

Estratégia Contato Recomendagao .
venda cliente / Cotagdo

] 1 1 :

1 1 1 1

1 1 1 1

1

1

. ! Wholesalers Q Consultor Consultor Consultor Consultor Consultor Consultor Con#ultor Con#ultor Cliente
1 1

Ponto de atrito

Apdlice

Capacitagao Entrada Lead

Manutencgao )
& Sinistro Propaganda

Cance'ament

Wholesalers ‘ Consultor

Cliente Cliente Cliente Cliente Cliente Cliente Cliénte

1
Wholesalers Wholesalers |/WS Wholesalers I/WS Wholésalers

| 1
/WS uw . Whalgsalers .
1
Wholesalers .
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JOURNEY MAPPING
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EXPERIENCE DIAGRAM

Product Designer

Emerson Goya



DEFINE
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DEFINE

Fit Gap Workshop to deepen, define and prioritize the issues
raised in the Discovery phase.

« Participants
wholesalers, internal wholesaler, directors and [T team.

« 4 workshops with 16 participants

divided into 4 teams of 4 people, totaling 64 people in the
workshops.
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5 WHYS / URGENT IMPORTANT MATRIX

5 whys - Problems we want to solve

Why?
Wishes Strategic
Small luxuries We need to
act now!

=

5

>
Cool stuff Great value
Butit's not a Easy wins
priority

IMPORTANT
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PRIORITIZATION

)
Wishes Electronic Strategic
Small luxuries proposa\ We need to act
now!
)
portfolio 2
ma!'\agement
g
Z
S 30
Customer
journey
)
4 Great value
Cool stuff Lead .
» €a Fasy wins
Butit's nota
priority
IMPORTANT
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DEFINE

WORKSHOP RESULT: Delivery in 6 waves

Electronic proposal: optimized journey Portfolio management

Pendencies Medical appointment

Quotation Policy

Client management Sinister

Knowledge base Commission + recommendation
Home
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IDEATION

voto

voto

1
voto

usar CPF para

trazer todos os

dados da base
so SERPRO/
SERASA / etc

Atualmente ja tem
opc¢ao de salvar a
proposta, mas
nao é visualmente
facil de acessar.

Se torna
Apolice apos
aprovacgao
médica e
pagamento

Existem filtros
mas Nao sao
simples de
acessar.

O prazo de
aprovacao de
pagamento tem
variacdes de
acordo com
banco

Vvoto

Tem muitos
modais
aparecendo na
finalizacao da
proposta...

cycle time
meédio =
11 dias

...nao tem boa
responsividade

Consultores e
Assessores que
mantém o
contato com
cliente para
solicitar RMA

voto

Aceite da
proposta via link
e depois podera

ser solicitados
exames

Prudential nao
entra em contato
com o cliente na

negociacao. O

cliente é do
Parceiro

voto

O tempo de
realizacdo de
acdes médicas
depende do tipo
de exame ou
telemedicina...
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IDEATION

Explore opportunities with personas and the journey. Propose
innovations, prototype and test solutions.
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MAP FLOW: Electronic proposal

Proposta

Nova proposta

Criar proposta com
base

Cotacao existente Proposta

existente

|

Dados do cliente

\

Cobertura

l

Beneficidrio

l

Declaragdo

|

Resumo da proposta

l

Pagamento

Busca clientes

Resultado da busca

|

|

|

|

Alteracdo

Cancelar proposta

Enviar proposta

agendamento
médico

Compartilhar

Impressao

|

|

Dados do cliente

modal de
confirmacdo

modal de
confirmacdo

|

|

|

Cobertura

Mensagem enviado
com sucesso

Mensagem enviado
com sucesso

J

Beneficiario

l

Declaragdo

|

Resumo da proposta

}

Pagamento

Enviar proposta

A Ultima tela ganha o botao enviar para aceiter
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IDEATION - CRAZY 8S

Electronic proposal

voto

voto

voto

voto

voto

voto

voto

voto

voto

voto

voto

voto

usuario

escolher
entre tabelas

e graficos

voto

1
voto

voto

voto

voto

1
voto

1 usar CPF para

voto trazer todos os
dados da base

so SERPRO/
SERASA / etc

Atualmente j& tem
L opgao de salvar a
Cometarios Victor >> proposta, mas
ndo é visualmente
fécil de acessar.

Se torna
Apdlice apés
aprovagao
médica e
pagamento

DPS -
Declaracdo
Pessoal de

Saude

Existem filtros
mas nao sao
simples de
acessar.

O prazo de
aprovagao de
pagamento tem
variagdes de
acordo com
banco

RMA =
Relatério
Médico
Assistente

voto

Tem muitos
modais
aparecendo na
finalizagdo da
proposta...

cycle time
médio =
11 dias

...ndo tem boa
responsividade

Consultores e
Assessores que
mantém o
contato com
cliente para
solicitar RMA

voto

Aceite da
proposta via link
e depois podera

ser solicitados
exames

Prudential ndo
entra em contato
com o cliente na
negociacao. O
cliente é do
Parceiro

voto

O tempo de
realizagdo de
agbes médicas
depende do tipo
de exame ou
telemedicina...

... prazo
estimado 2 dias
de retorno apés

realizagdo do
exame.

Product Designer
Emerson Goya




USER FLOW - Electronic proposal
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USERFLOW - Proposal acceptance, client side
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USER TESTS

Hypothesis validation on prototype to deliver to development
squad.

« Participantes
05 wholesalers
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TEST 1

o | noticed that the proposal status table would be interesting to
present the details of the form of payment, it would help a lot

NOTA in monitoring the approval and issuance;
Wholessler  Comsultor o In the proposal status table, you could have the option to click
*hkkk dokok on the proposal number to open the proposal details;

« The list of professions could be updated to facilitate filling out
the proposal;

o In the proposals chart | would like to view medical and non-
medical proposal information to track sales targets.
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TEST 2

« Having the option for address type selection facilitates the
NOTA medical appointment process;

o INn configuring charts the option to select period and chart
Wholesaler  Consuttor type would help to customize the information that makes the
kokkok kokokok most sense for the consultant/advisor and for the wholesaler;

o It would be very helpful to have a column in the proposal table
with the description of pending issues such as“new exam’,

"approved card”;

o In the proposal review area, present a summary of the
proposal filling out the main information highlighted.
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TEST 3

« An action that would greatly help the follow-up of the proposal
NOTA would be to notify the consultants/advisors by email when
the documents were uploaded;

Wholesaler  Consultor « The home could show strategic information and access
*okk kokokok facilities, it would help a lot in our day-to-day;

o [t would be much easier to have the option to visualize the
proposals of a certain to-do, placing the mouse on the
corresponding part of the graphic;

« In the option to configure graphics, it would be interesting to

allow the user to configure all the graphics according to the
information that facilitates the day-to-day work.
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TEST 4

« The message “accepted to client area” could be enabled

by default, thus avoiding many problems with editing the
NOTA proposal;
Wholesaler  Consultor « Updating professions list and a more simplified search would

Kokokok kokokok help to avoid misuse of the “other profession” field;

o In the proposal table there could be a way to open the proposal
details, by clicking on the proposal number, it would make
navigation in the system easier;

o If, in the option to configure graphics, the user can configure all

the graphics, it will help a lot in following up on proposals and
policies for more assertive actions.
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TEST 5

o If it presents the message “accepted to the client's area”
NOTA enabled by default, it will help the consultants/advisors in
flling out the proposal;

Wholesaler  Consuttor o If you have the ability to add email and phone information in
*okkk Fdokokk your profile settings, it will be easier to customize alerts;

o It would be a great help to be able to configure chart, select
chart type and period for status tracking and comparison
between months and years;

e The home needs to be improved and highlight strategic

information about proposals and policies, today we have an
excess of marketing information.
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NEXT STEPS

Adjust the prototype and act the tasks below:

« Improve navigation in the proposal
Design a navigation that helps the user to access the various
stages of the proposal to speed up and simplify the filling out.

« Better experience in accepting the proposal
Allow system to automatically display proposal acceptance.

o Proposal summary

Design an area that allows the consultant to view and review key
information in the proposal.
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PROTOTYPING
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PROTOTYPING
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PROTOTYPING
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THANK YOU

Emerson Goya

1197733-2914
emersongoya@gmail.com
https://linkedin.com/in/emersongoya
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