
User Experience Review & Recommendations

S & S BenefitsSmall Farm Design Sept 22, 2009



What is a User Experience Review

A heuristic  review discovers problems that are easy to find by someone trained to see issues with websites. This is 

done at fraction of the cost traditional usability studies. 

User  experience analysis takes into consideration:

• Ease of use

• Structure – Information architecture

• Functionality – Interaction design mock ups

• Intuitiveness – Information design

• Aesthetic – Visual design

Used together these elements balance the “golden triangle”:

• User needs

• Business objectives

• Technical capabilities 



Summary

This review includes elements of a heuristic review as well as analysis of how S & S Benefits integrates their audience 

into a good user experience.

I spent some time looking at your site and think you have a lot of good things happening. However, there were a few 

things that struck me that I think would make for a better experience.

The main things that stand out are:The main things that stand out are:

• Home page lacks clear purpose

• Home page lacks a Call to Action

• Linked logos are confusing  and disorienting

• Update copy making it more scanable

• Indicate why a user is filling out a form



Detailed Findings

User heat maps give you feedback on which areas of the website are weak, provide valuable feedback on the 

effectiveness of the page layout, buttons and banners and general visual branding effectiveness.

How to interpret focus map data:

• Color & Intensity – the more intense the color, the more interested the viewer is. From weak (blue) to strong (red)

• Hotspots & Fixations – Denote areas of interest. Circles represent the focal point. 

• Hotspot number order – The number represents the flow of eye movement.

• Gaze saccades – Yellow lines represent the movement of the eyes between different hotspots.

An area that appears untouched by the heat map is unseen by the user either because the areas have no interest or 

because users have trained themselves not to look at that area.





It isn't immediately clear to me when 

arriving at your site what service you 

provided and how it pertains to me, the 

visitor. 

I realized it was something to do with 

health insurance but what exactly 

wasn't clear. 

I'm assuming when most visitors arrive 

at your site they are saying to 

themselves, "Okay, I need insurance 

for, myself, my family, or business, etc. for, myself, my family, or business, etc. 

There are a lot of different choices out 

there, I don't want to spend a fortune 

but want decent coverage. I don't know 

where to start. How is this company 

going to help me?" 

If my assumption is correct I would 

build each page in a way that answers 

those types of questions.

Key Takeaway: No clear direction on 

how this page will point the user in the 

correct direction.



1. I wasn’t expecting the logos to take 

me off your site – rather disorienting to 

a new visitor
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2. Do site visitors know which plan is 

best for them, what the difference is 

between each company being shown, 

or why one is better than the other?   

I think this is one area where you 

could really create an experience that 

would be beneficial to your visitors. It 

would also help enforce the fact that 

your company “listens” and “tailors 

solutions”



3. The ‘Request a Quote’ looks like it 

would be the link not the gray text

4. Might be a good idea to show a 

picture more relevant to your service 

– Even if you only offer your service 

to Cleveland markets
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5. I’d edit the ‘Welcome’ copy 

Focusing on the areas will help your 

visitor solve their problem. As an 

example point them to content that 

is relevant to them (business owner 
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is relevant to them (business owner 

vs. family)

Key Takeaways:

No clear direction on how this page 

will point the user in the correct 

direction.

Make the ‘Request a Quote’ a 

stronger call to action

Update where the clicking the logos 

go to. Think about a softer transition 

page.



6. When I clicked into your 

'Individual and Family Quote Form' it 

wasn't clear why I was filling out 

the form. 

Is someone from your company 

going to call me back, am I going to 

receive a quote on the next page, 

what is the next step after I submit, 

etc.? 

7. The bulleted list on the left of the 

form looks like text links with each 

item being underlined but aren't. If 

something isn't a link I wouldn't 

underline the text.underline the text.

Key Takeaways:

Make it clear to users what to expect 

in filling out the form.

Indicate the total number of steps 

involved

Don’t underline text if it isn’t being 

used as a link.



8. There is a lot of information on the 

pages and the copy isn't as 

scanable as it could be. 

Visitors aren't going to read your 

entire site. Instead they are going to 

quickly scan looking for sections that 

are pertinent to them. 

Once they find relevancy they will 

be open to reading.

Key Takeaways:

Chunk information into smaller Chunk information into smaller 

pieces and use links to guide users 

into areas that provide more details. 

Make use of bulleted lists, headlines 

and subheads

Remember people don’t read online 

– instead they scan looking for 

information that is relevant to them



Take Aways

Overall it appears to me there is a 'curse of knowledge' happening with your site. You're extremely close to the content 

and know the ins and outs where each page will lead and why it is there, but I wonder if your visitors have this much 

familiarity with the subject. I'd try and step back and look at your site as a visitor with a lot of questions about insurance. 

Then look for ways to answer their questions and concerns this will better positioning your company as the experts and 

make you more valuable to your visitors.

I'm sure there are reasons why the choices on the site have been made and I'm just not aware of them so some of my 

suggestions would need to be modified based on the goals of the business. But looking at it with only the eyes of a first 

time visitor I would say there are some things that could be tweaked without a lot of effort.time visitor I would say there are some things that could be tweaked without a lot of effort.


