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Overview
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Commonly Expressed Needs

= | am struggling with my agency to make = | want to make an impactful website
sure they focus on changes that matter = | wish | had a better sense of the next

= | need third party, unbiased help to thing coming on the web
convince my agency/web designer to = | wish | could look at other industries for
change good website examples

= | don’t know .Where to focus my designers = | need evidence my website is working
as | have a tight budget compared to my competitors

= | spent a lot of money to increase the = | want to drive more solutions digitally
spend of my website and we still hear than through my call center
complaints = | want to reduce my call center expenses

* | do not have consistency around my = | don’t have enough customers using my
platforms (desktops vs. apps) website; too many still call our 1-800

= My customers do not complete their number

transactions
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What outcomes from Digital Experience
Evaluations should be expected?

Voice-of-the-Consumer data measures performance and usability

Deliverin-depth findings about the customer’s website experience and
satisfaction

|dentify and share best practices — both within the auto insurance
industry and cross-industry (according to expectations)

Quantify the relationship between site usefulness and a site’s ability to
build market share and brand advocacy

Complement information from existing JDPA customer satisfaction

Sstudies and other external website benchmarking studies
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How is the Digital Experience Evaluation
different?

= JDPA brings a unique methodology by listening to the
Voice-of-the-Customer (VOC)
* The questionnaire will ask respondents to perform key

tasks on the website and evaluate their ability to perform
those tasks

* By listening to the VOC, JDPA provides actionable
recommendations and insights based on your customers

= Digital Experience Evaluation is NOT a technical test

- Page weights, elements, load times, clickstream, etc., are
not included

* DEE can be complemented and integrated with technical
tests but does not compete with such methodology

oooooooooooooooooooooooooooooooo
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How is the Digital Experience Evaluation
offered?

Proprietary studies Club studies Syndicated studies

» Exclusive study for » Hosted by JDPA; * Industry analysis
the commissioning and commissioned availableto a
organization’s use by a group of particular industry
and learning organizations within by subscription

a particular industry

Digital Experience Evaluations

| l
IWES

oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo
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Brands included in IWES

Profiled Brands

21st Century

Allstate
American Family

Amica

Esurance

Farmers
GEICO
Liberty Mutual
Nationwide

Progressive

State Farm
The Hartford
Travelers
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Methodology
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How are Digital Experience Evaluations
conducted?

Ask for customer 2Expert created 3)elivery of
feedback insights insights
Website or Apps
Measures & Attributes *Management Report

. _ *Full dataset
Custom presentation
. . ~Tasks and attribute-

specific actionable

recommendations
*Insights into industr

and ?he competition ’

*Best practices

Digital Experience Evaluations help clients solve the need for
research-based feedback on website satisfaction

with direct business application correlation
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Methodology

= Web-based questionnaire approximately 10—12 minutes
In length

= Fielding period: March 20t, 2012 to April 6, 2012
= Target quota of 100 evaluations per auto insurer

= Screenshots are taken during fielding for added analysis
and reporting

= This is not an award eligible study and no ranking will be
made available publically

= Release date: May 24t 2012
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Questionnaire Evaluation

= The following tasks will be evaluated by the respondent:
* Request a quote and compare prices/coverage

* Policy information*
— Glossary of terms
- FAQ
— Standard policy offerings
— Coverage wizard
- Etc.
* Research discounts*®

» Contact information®

* If not provided in the quote process
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Analysis
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A majority of respondents had a screen
resolution setting of 1024 x 768

Screen Resolution

M 800 x 600 or Less 1024 x 768 m 1280 x 1024 I Greather than 1280 x 1024
2%

18%

45%
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21st Century’s home page fits well in a 1024 x 768

Auto Insurance Quote / Manage Your Policy / Insurance Information / About Us / :Eol'lta.d us

A =
61 st Century Auto Insurance

Get a free SAME GREAT COVERAGE FOR LESS

quote on car
ZIP code START NOW »

insurance
Retrieve Your Saved Quote >
Make a Payment (Login not required) >
Claims Services >

Go Green. Get Some Green. | Watch our i T_? ads

Go paperless and you could and see how 21st Century is

win a $50 gift card. Details. » he'ﬂ'”g PEUFF|5 Edve maney
on their car insurance. »

Home Page in 1024 x

N )
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To accommodate for a larger screen
resolution, 21st Century extends the
background image

- Awin Insuresco Goeto | Messps Toer Poficy | Demurenes Tsdurm s | At i | Costect S

Wi mt Century Autl:l- |n5l.I!El"|'C'-'-'

Get a free SAME GREAT COV
ql[ﬂtf‘ on car
Insurance

N N N R R
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With the introduction of tablets, developers are
trying new designs

Trtevior Deskiap Exm— Tablet —

] 1T Soery b | F e S | Ty i +

# Viewable screen with a _
) resolution of 1024 x 768 ' The viewable screen for

tablets allow shoppers to
immediately identify what
they are viewing
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smart added a prominent home page menu in
addition to making other modifications

+38 +19 +41 +72 +33

2011 Wave 2

[ 2011 Wave 1

|

the 2011 smart fortwo
ik kaiw o ol

o I T = -

menu and had increase

smart added a home page |
across the entire experience
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Speed and Navigation were impacted by
smart’s new home page scrolling design

By introducing the new home page,
smart dropped significantly in
Navigation (-46) and Speed (-52)

unroof.
uncar.

Eﬂ-ﬁ-ﬂiﬂg :fg"l.irﬁﬂ;n' = o f y shopony inois . smar {enier ocain [ O smart

=S

wdl GBS

shopping tools

Websites are important
channels for branding but _
remember the customer is TaslE

visiting the site for a reason

currant offers smart Expressions,  Smart usa insider

& ) S

-----------------------------------------------------
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Alabama Power uses a simple layout while
AEP Ohio has a busy but organized
appearance

The layout for Alabama
Power is simple but still
relies on color for navigation

AEP Ohio is able to utilize color and
font sizes to help create an organized

e R | e’ appearance that otherwise might have
._.__...:Ew" Foeiganipl | Buminess | Cusfomer Seevice | Communily | Ervironment | Aboui ba been Cluttered
My Beeeum = L
How to read your bill
mwu-l:: ) \-};\Siﬂ
i \\\
I ~ L \-\. }\Q\'
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— el L
Sark o ek i Mo o 4
‘L ST a3 e Fig %’-\Ggun & ] & » 1] e wy e
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It is extremely important to keep key
information/navigation above the fold

A vy ey ey ey~ | L e e e e e P e |

[ —— wify | |

el f Ganls  UEEEE Viwi PRlEy DT Cetie  WOEiae Cane  Aan BEOD

You could save over 5475
oI yOur car insurance’

[V 15 minutes could save you 15% or more!

Vs T Dl Togap o by s

..'___.\_.
jm |
e
=

: |
-1 R el

LI

1

L

Llame

X 1 = hManage Your Policy @ 1‘:!

—

‘= ,;.. g - ErmE

GEICD [ FORTFOLIO

brpacnad Ty Recaar Sorre™
R B I W T T )

El
i
3 : [ S H
|2
=

I N u-uph nrr\-|.lu-1 ""'l"l-'l.hd AR CAP INETAIE
I I N N -

by
W W, ] n e -.-—.—.————.——————_-—————.—————
A D DT DT I L B

m “] Viewable Screen == 5= E=
S Hrm rriwih COviriegh S PR oLt L s

Vil w1 L o s i e T R Sl - i
i .--‘ e e —— am A abn =

[ —— i i "‘;“I"_‘:"’"'"‘ L A e v i ez = = — . i

PR P — —
evo ]
&L M RUED B
= R 10 o L e R e T P e . i i
il i A -
] i - e P
L= =+ 1T .

. Feligm cha Geokn s Joumey wick
[ | Cashm Trither-
. E Wi B Eiml bl i i e B gr L i

e el A majority of the desktop
S experience still takes
lace above the fold

Frsd & Lacal GRECX] dgsor
Fmr 12 e P o, e e I-l
W Ll e L s i i i v - Py

L N R R R ]

20 © 2012 J.D. Power and Associates, The McGraw-Hill Companies, Inc. All Rights Reserved.
J.D. POWER AND ASSOCIATES PROPRIETARY AND CONFIDENTIAL—FOR INTERNAL USE ONLY

"

] SERVICE EXCELLENCE
o arociarise SUMMIT



Key Takeaways

= Website satisfaction, in addition to website usability, can
have a significant impact on financial performance

* Website perception is affected by multiple attributes

* Providers digital presence must keep up with industry
trends

» Consumers’ expectations are influenced by all industry
browsing experiences

= IWES will be released May 24th, 2012

* Other 2012 Syndicated Studies include Ultility, Automotive
and Credit Card

* Ability to conduct proprietary or club engagements

© 2012 J.D. Power and Associates, The McGraw-Hill Companies, Inc. All Rights Reserved. JDPOWER SCRYICE EXCELLENCE &
AAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAA TEse



