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The challenge

Research the user flow


Improve the user flow


Make a prototype

The 3 health insurers
Our findings

No direct button to health insurance



3 Clear differences


Overview of costs stays to the right



Visual indications

Choosing packages


Visual differences between elements


Overview of costs stays to the right


Our findings

Choosing packages


Visual differences between elements


Overview of costs stays to the right


Our findings

Choosing packages


Visual differences between elements


Overview of costs stays to the right


Our findings

No direct button to health insurance



3 Clear differences


Overview of costs stays to the right



Visual indications

Our findings Our findings

No direct button to health insurance



3 Clear differences


Overview of costs stays to the right



Visual indications

Our findings

No direct button to health insurance



3 Clear differences


Overview of costs stays to the right



Visual indications

Premium calculator hard to find



Button goes to ZZP


Important buttons outside of hero


Buttons don’t stand out


Overview of costs and choices
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Our findings
Better usability


Better accessibility


Modern design

Our Goals The redesign
OLD NEW

User Research
3 Websites tested with 20 users


Difference young and old

Thank you

User Experience Map - Julia

Opportunities

Julia recently moved from Barcelona to Amsterdam to pursue her medical career. Since she recently moved 

to The Netherlands, she has to find a good health insurer that fits her needs. She bases her choice on how 

easy it is to understand and purchase a plan. Price is less important to her.

Stages

Actions

Thoughts

Experience

Feelings and 

Needs

Inquiry Selection Purchase

Decide to 
purchase health 

insurance

Research 
providers on the 

internet

Discovers 
ZEKUR, but can’t 
immediately find 

the health 
insurance 

Decides to go 
with ZEKUR

Does not 
understand the 

website because 
its only in Dutch

Carefully reviews the 
packages by asking 

a Dutch friend to 
translate

Selects plans 
and extra options

Has more 
questions, so 

contacts the help 
desk

Selects the final 
package

Is confused by the 
constant changing 

pricing

Fills in personal 
details on the 

final page

Why are there so 
many options and 

where is the 
insurance im 
looking for?

I like how the 
website looks. 
The style feels 

very trusted

Why is there no 
translate button?

It’s so frustrating I 
can’t do this 

alone.

They better 
help me!

Why does the 
price keep 

changing and why 
does the price 

disappear?

It was kind of 
hard, but I’m 

happy I now have 
a good 

insurance.

Well, this is 
straight forward!

Make the website easy to understand with a 
translate button to English and other languages.

Use a bigger font for the smaller text, but don’t make the 
sections itself too large. Make good use of high contrast colors.

Translate function Accessible Design

Make sure the help desk is easier to find on 
the “Premie berekenen” page.

The navigation on top of the page itself is unclear. 
You need to click too much to find your insurance.

Help Desk Navigation

Pain points


Recommendations

Heuristic evaluation Visibility of System Status Match between system & real world Consistency & Standards

Issue 

The buttons and other clickable 

elements do not clearly 

communicate its state.

Issue 

Many users that live in The 

Netherlands don’t speak Dutch. The 

website has no translate function.

Issue 

There’s no good visual difference 

between what is multiple choice 

and what is single choice

Recommendation 

Add a subtle color changing effect on 

buttons and other elements. When 

clicked, also make sure this is 

indicated with a different color.

Recommendation 

Add a translate button to the top of 

the page so people can translate the 

website text to their language.

Recommendation 

Use a clear difference between 

multiple choice and single choice.


