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Pekin Insurance Project Summary

Summary
Pekin Insurance’s paperless initiative will allow policyholders to 

receive their billing statements through electronic media, such 

as email or text message. Clients will be able to view their billing 

statements once they are ready, rather than waiting for physical 

bills to arrive in the mail. Through this initiative, Pekin Insurance will 

be able to reduce the costs involved with purchasing and 

shipping paper bills.
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User & Business Goals

User Goals
1. Have an intuitive and fast way of receiving their bills

2. Receive less physical mail and reduce paper clutter

3. Help the environment by switching to paperless

4. Pay their bill from wherever they might be

5. Receive their billing statement as soon as it is released

Business Goals
1. Include only essential features such as signing up for electronic billing 

statements, setting up recurring payments, and the option to pay with a 

variety of methods

2. Focus the paperless system toward personal lines insurance and new 

business clients

3. Save on the costs associated with sending paper bills in the mail

4. Over time, have more clients switch to paperless
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Interview Analysis & Findings

Summary
All of the people we interviewed had at least one form of insurance and 

most of our users were not looking to purchase other types. Most users 

also preferred to receive their billing statements through email and being 

able to view their statements online would be appealing to them. When 

asked about their preferred payment methods, all users except for one 

said they would like to use auto-pay. In general, most of our users have 

had negative experiences before making online payments but they enjoy 

easy-to-use options that work correctly.

Findings
1. 7 out of 8 users would prefer to have online billing statements sent to 

them via email, while the 8th stated that they were fine with either 

2. digital billing statements or physical billing statements. 

3. 7 out of 8 users prefer automatic payment to their statements. Users 

would want billing statements to be easily findable without needing to 

look at them or think about them. 

4. All users thought that paperless billing was a necessity for all              

companies in the modern age.

5. 7 out of 8 users prefer paying for insurance primarily through credit 

cards
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Survey Analysis

Overall Summary
Participants prefer to have paperless billing as it’s easier to access and 

organize billing information than with physical billing. The only participants 

that preferred paper billing were over the age of 70. These participants 

have never had a reason to switch to paperless billing, as physical billing 

grants users the necessary functionality of a billing statement 

(the ability to view how much money is owed). Our results follow Pekin’s 

belief that older clients do not want to switch to paperless. Almost all 

participants that desired paperless billing wanted automated alerts for bill 

due dates so they wouldn’t forget when a statement is due. These 

participants found paperless billing appealing due to its simplicity and the 

environmental benefits that come with saving paper.  The main difficulties 

users reported with receiving billing statements were physical mail being 

lost and confusing website layouts. Meanwhile, participants were satisfied 

when their billing statements had organized and correct information. 
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Survey Analysis

Question
What is your age?

Question
What type of insurance do you currently have?

0%

45.5%

0%

9.1%

18.2%

0%

27.3%

0%

0%

Under 18

18-29

30-39

40-49

50-59

60-69

70-79

80-89

90 and above
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Survey Analysis

Question

Question
In general, how would you prefer to receive billing statements? This could 

be email, physical mail, text message, etc. (Select all that apply)

What types of insurance are you looking for? (Select all that apply)
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Survey Analysis

Question
If you had to choose between a paperless insurance bill or a physical 

insurance bill, which would you choose and why?

Summary
Participants were asked: “If you had to choose between a paperless 

insurance bill or a physical insurance bill, which would you choose and 

why?” Most participants preferred paperless billing with the exception of 

two, who preferred physical mail. Both of these participants felt that 

physical mail was more reliable than electronic mail as electronic mail is 

prone to glitches. In addition, both of these participants were the only  

participants in the survey that were older than 70. 
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Survey Analysis 

Question
Why did you answer the way you did for the above question?

Summary
We asked if participants would be interested in receiving regular alerts 

about their billing statements, to which 70% wanted alerts while 30% 

were uncertain. The participants that wanted alerts desired a way to 

remind them when their billing statements were due so that they do not 

miss a payment. 

Question
Would you want to be regularly alerted of when your billing statements are 

available?

Yes

No

Maybe
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Survey Analysis 

Question
In general, how would you prefer to receive alerts about your billing 

statements? This could be email, physical mail, text message, etc. 

(Select all that apply)
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Survey Analysis 

Question
Why did you answer the way you did for the above question?

Summary
Participants who wanted a paperless billing option felt that paperless was 

fast, simple, and environmentally friendly as less paper is used. Participants 

that responded with “maybe” were interested in down-loadable billing 

statements as a means to organize their bills. Participants that did not 

desire a paperless billing option were uninterested as it is not a 

necessity to them. These participants have never used paperless billing, as 

they have never needed to switch from physical bills. 

Question
Would a company that had a paperless billing option, where you can view 

your statements online, be appealing to you?

Yes

No

Maybe
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Survey Analysis 

Question
If you said yes to the above question, what difficulties did you have?

Summary
Participants were asked to share any difficulties they’ve faced when 

receiving billing statements. Participants mentioned that they’ve had 

physical mail lost in the past, resulting in a missed payment. Other 

participants have stated that their insurance company’s website was 

confusing to navigate. 

Question
Have you ever had a negative experience with receiving a billing 

statement?

Yes

No

Maybe
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Survey Analysis 

Question
If you said yes to the above question, what stood out to you?

Summary
We asked participants to share any positive experiences they’ve had with 

receiving billing statements. Participants considered organized and cor-

rect billing information to be a positive experience. In addition, participants 

were content when their billing statements functioned properly, such as 

when billing statements were received and paid without error. 

Question
Have you ever had a positive experience with receiving a billing 

statement?

Yes

No

Maybe
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Competitive Analysis    COUNTRY Financial

Summary
COUNTRY Financial currently has the option for clients to view and pay their 

statements either through their website or through their mobile 

application. Clients must first log in to their account with an email and 

password to get to their dashboard. For COUNTRY, paperless billing means 

that the company will not send a paper billing statement in the mail, but 

clients will still receive policy information and proof of insurance cards 

through the mail.  
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Competitive Analysis    Progressive

Summary
Progressive allows clients to view bills through their website or mobile 

application. Clients may enroll in paperless with an email address and 

must complete their enrollment within 45 days to maintain their account. 

Progressive also sends a link through email when a new document is 

available and from there, clients can view or print it. 
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Competitive Analysis    State Farm

Summary
State Farm encourages clients to go paperless due to the ease and 

convenience it provides. Clients must first log in to State Farm’s website 

with their email. Once logged in, clients may select their paperless billing 

preferences, which includes choosing a monthly payment due date and 

combining multiple policy bills into a single billing statement. 
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Competitive Analysis    Liberty Mutual

Summary
Liberty Mutual allows clients to opt into their paperless billing system 

by logging into their account on their website to view and save 

important policy documents. These documents may also be mailed 

to the client’s address at their request. Clients opted into paperless 

billing will also receive automated email alerts for policy changes 

and payment reminders.
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Personas    

Jen Shee

Background

Age: 21

Jen is a college student in the 

midwest who works as an Uber 

driver and enjoys spending time 

with friends, video games, Twitch 

streaming, and driving around in 

her minivan. She also lives in a 

student apartment complex.

Insurance Types

She has auto insurance for her van, renters insurance for her apartment, 

and she is still on her parent’s health insurance.

End Goals

Jen’s main goal is to stay on top of her statements. She wants an easy way 

to view her billing statements online because she travels to and from her 

college apartment and her parent’s house often. Jen has grown up with 

technology, and has a natural sense for how it works.
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Personas    

Curtis Sea

Background

Age: 30

Curtis Sea is a married 

biomedical engineer living in a 

condo located on the east coast 

with his wife and their two dogs. He 

enjoys playing video games, 

cooking and grilling. 

Insurance Types

He currently has auto insurance for the car that he and his wife share, 

health insurance, pet insurance for his dogs, and recently, condo 

insurance. Curtis has been browsing the internet since age 7, and now uses 

various advanced software tools to work as a biomedical engineer. 

End Goals

His main goal is to stay on top of his statements without it taking much 

time out of his busy lifestyle. He only wants to receive his billing statements 

online because he can then view them from anywhere. He also cares 

about the environment and wants to reduce his use of paper.
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Personas    

Charlie Horsé

Background

Age: 50

Charlie is a construction 

manager living in the suburbs of 

Chicago with his wife and three 

older children. He enjoys spending 

time watching movies with his 

family and bowling with his friends. 

Insurance Types

Charlie has been on auto, life, home and health insurance for many years 

now and is comfortable with his insurance plans and just switched to 

paperless billing. Charlie has been using a computer for a decade, and 

while he may need to spend time learning new technology, eventually, 

Charlie will figure it out. 

End Goals

As Charlie is getting older, his main goal is to spend more time with his 

family and wants to make sure his insurance policy is sound. He doesn’t 

want to have to think or worry about his insurance on a daily basis. 

Charlie is comfortable with technology but is still learning.
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Personas    

Mary Cóuplé

Background

Age: 76

Mary is a retired lawyer living alone 

in her house in the city. She 

enjoys reading books and taking 

vacations. Mary frequently sees her 

children, who visit to help her with 

chores and bills. She infrequently 

uses a computer, and is incredibly 

confused while using it. She has 

little technological skills.

Insurance Types

Mary currently has multiple types of insurance. She has auto for her car, 

home for her house in the city, health, and life insurance. 

End Goals

Mary is getting older and she is realizing that she often loses track of things, 

her main goal is to have a better way to organize her billing statements. 

She is comfortable with physical mail because that is how she has always 

viewed her bills, but her kids are encouraging her to utilize electronic billing.



23

Think
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Does

Empathy Maps    Persona 1      Jen Shee
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Does

Empathy Maps    Persona 2      Curtis Sea      
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Empathy Maps    Persona 3      Charlie Horsé
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Empathy Maps    Persona 4      Mary Cóuplé
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User Stories    Overview

Top 4 Sticky Notes Overall
1. As a user, I want simple and organized billing statements because I 

want it to be easy to read so I can fully understand my statement. 

2. As a user, I want to be able to view my statements from anywhere     

because it is convenient when having a busy lifestyle.  

3. As a user, I want simple information with the option for details because 

I just want to glace at the total and if something seems out of place, I 

want to be able to look through the details.

4. As a user, I want to be able to find what I need quickly if needed 

because I don’t have a lot of time in my day to sit down and look through 

a billing statement for specific information. 
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User Stories    Persona 1      Jen Shee

Top 4 Sticky Notes
1. As a user, I want to be able to view statements from home and from my 

school apartment

2. As a user, I like viewing my bill from my phone

3. As a user, I want simple and organized billing statements

4. As a user, I want to get an understanding of my insurance plan and 

the money I owe at a glance, so that I may quickly check my billing       

statements when budgeting.
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User Stories    Persona 2      Curtis Sea    

Top 4 Sticky Notes
1. As a user, I want to be able to view my statements from anywhere

2. As a user, I want to reduce the amount of paper I use to help the          

environment

3. As a user I want receiving my statements as easy as it can be

4. As a user, I hope to be able to focus on my insurance bills in between 

meetings and conference calls due to my busy schedule.
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User Stories    Persona 3      Charlie Horsé      

Top 4 Sticky Notes
1. As a user, I want to be able to view my statements from the                  

construction site

2. As a user, I want simple information with the option for details 

3. As a user, I am still learning how to use paperless billing so I would like it 

to be very easy to use.

4. As a user, I want to be able to quickly search for and 

find all of my billing  statements, without needing to go                                                                        

through my filing cabinet.
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User Stories    Persona 4      Mary Cóuplé

Top 4 Sticky Notes
1. As a user, I am comfortable with physical mail, but if I were to join       

paperless, it would need to be very intuitive.

2. As a user, I want all of my statements in a single place all organized.

3. As a user, I want to be able to find what I need quickly if needed.

4. As a user, I easily lose track of things, so I want an organized way of 

viewing my billing statements
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Mock-ups

Sign up DashboardPrevious 
Statements
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Mock-ups

Billing Statement
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Mock-ups

Payment 
Confirmation

Login Menu
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Mock-ups

Recover Account Email Sent Re-sent Email
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Test Script

Test Script Introduction
Thank you for participating today. I really appreciate you taking the time 

to help me out. Let’s go over some of the things that you will be doing 

today. You will be going through a few tasks using a prototype of an online 

application. Overall it should take about 15 minutes. These tasks will better 

help me understand where the application needs to improve and are not 

a test of your abilities. As you go through the tasks, please think aloud and 

let me know your thoughts. For example, if there is something you like or 

dislike, feel free to express your opinion. Go through these tasks as I wasn’t 

here. If you reach a point where you feel stuck, try your best to complete 

the task, and we will discuss it afterward. Do you have any questions on 

what we’re doing today? [Answer any questions here.] 

Are you ready to begin? 
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Test Script

Test Script Tasks
1. Pretend you already have an account with Pekin insurance and want to 

access your paperless bill. What do you think about this information? Is 

it what you expect? Please continue.

2. Please access your billing statements. 

3. Please access your billing statement for this month.

4. What do you think is the most important element on this page?

5. Please view your billing details. What are your thoughts on that?

6. Where would you go from here? 

7. Overall, what are your thoughts on what I have shown you today? 
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User Testing 

Prototype Link
http://tiny.cc/x1l2kz

Summary of Methods 
 We decided to use a remotely moderated method for our user 

testing for a few key reasons. First, many people are either too busy or 

live too far away to meet in person. It is simply easier to schedule a quick 

meeting with someone via a call than it would be to try to meet them in 

person.  Second, a remotely moderated user test makes recording the 

user’s screen incredibly easy, as there are many free screen recording 

applications available online. This allows us to record our user’s testing 

session without making the user feel uncomfortable with a camera. In 

addition to this, a remotely moderated user test allows us to carefully 

watch and document our user’s action without the user feeling as though 

they are being watched. It becomes easy to write notes and carefully

 observe how our users act, while allowing our users to act naturally. 

Despite not being face to face, a remotely moderated user test helps us 

get a sense of how the user naturally interacts with online applications. 

Without standing next to the user in person, it becomes easy to see how 

the user will truly operate our material, which allows us to gather 

better testing results.
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User Testing 

Results Summary
 Overall, while our users didn’t have many complications navigating 

through our prototype, we noticed a few minor issues. 

 First, Figma’s prototype display lacks a back button. In the finished 

app, we imagined that this feature would be accessed from an internet 

browser’s functioning back button.  For the purposes of this prototype, we 

set the open and close menu button to take users back to the main 

dashboard. 

 Second, a few users desired more details about their billing invoices 

than were provided. One solution we’re fond of is to implement a way to 

view more details on the user’s individual invoice. To prevent overloading 

the user with information, the user would have the option to view more 

specific information on their invoice. 

 Third, a few users struggled to find their current billing statement. 

As we asked users to perform this task after having users view their past 

billing statement list, many users assumed that their most recent billing 

statement would simply be at the top of this list. To solve this issue, the 

past billing statement list should include the most recent billing 

statement. If this billing statement is unpaid, a text element next to the 

statement reading “Unpaid Bill” would suffice in allowing users to 

understand that they owe money on this invoice. 
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User Testing 

Results Summary Continued
Users would then be able to access their most recent billing statement 

through their past billing statement list, in addition to having the ability to 

access their most recent billing statement directly from a button on the 

dashboard. 

This will hopefully clear up any confusion that users might have when they 

view their billing statement history 

 Overall, many users stated that they enjoyed the organization and 

consciousness of the billing statements provided. Though some users did 

want more information, the billing statement’s amount due and its due 

date were the most looked for items in the bill. As such, we made these 

items the most noticeable elements within our billing statements. Many 

users also enjoyed the ability to save out billing statements as PDFs. This 

allowed users to easily save and organize their billing statements on their 

own computer. 


