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CONTEXT SETTING

OVERVIEW

Hagerty Insurance Agency, styled just Hagerty, is an insurance company specializing in 

classic car insurance based in Traverse City, Michigan, in the United States. The company is 

the leading insurance agency for collector vehicles in the world and host to the largest 

network of collector car owners. They have also been recognized as "largest insurance 

agency for collector cars in the United States.

EXPECTATIONS 

The key ask is to perform an usability assessment along with competitive analysis for design and Usability benchmarking, and 

finally provide recommendations that could potentially help drive user engagement and conversion. This proposal deck 

outlines various usability assessment methodologies conducted along with our findings and the key recommendations. 



CUSTOMER PROFILE



CLASSIC CAR
OWNER PERSONA

JOHN STURGIS
 TV PERSONALITY & PRODUCER

58 YEARS OLD

MARRIED, 3 CHILDREN

LOS ANGELES, CALIFORNIA

Classic cars owned: Ford Model A, Chevrolet Camaro, Cadillac V16

PROFILE
John is an American TV personality best known for his love of classic cars. He stars in the famous "Chasing Cars" TV Series and 
has appeared in numerous automotive magazines. He also jointly owns his father's collision repair and auto restoration 
business. He loves traveling to car shows on weekends and has a lot of connections with classic car owners in the city.

PERSONALITY TECHNOLOGY MOTIVATIONS

PAIN POINTS

▪  Classic car spare parts may not be readily available

▪  Struggle to keep up on the highway

▪  Need higher octane fuel

▪  Safety equipment may be lacking

▪  It could be hard to find a good mechanic

▪  Finding the right insurance policy

Extrovert Introvert

Sensing Intuition

Thinking Feeling

Judging Perceiving

IT & Internet

Software

Mobile Apps

Social Networks

Social

Fear

Achievement

Growth

INTERESTS

Hobbies

Magazines

Travel, Sports, Cars, TV

Brands

Ralph Lauren, Rolex

TopGear, Auto 
Week

GOALS

▪ Find the best and customizable insurance 
coverage with maximum benefits

▪ Need insurance to cover roadside assistance, 
traveling, restoration and spare parts coverage

▪ Maintain a fellowship between owners and 
others interested in the continued use, 
maintenance and restoration of old classic cars



Expectations

✔  Access to all coverage benefits at first glance

✔  Ability to get a quote quickly 

✔  Ability to find and reach an agent seamlessly

Goal

Get to know detailed benefits about Hagerty insurance coverage 

benefits

BROWSES INSURANCE BENEFITS GETS A QUOTE

5. Selects car model

6. Provides required information

7. Creates an account

8. Adds multiple vehicles

9. Views generated quote

• Investing more time to get a preliminary 

quotation

• Difficult in searching my model

• Missing instant benefits information

• Building trust over the coverages

Is this Hagerty Driver’s 
club activities site?

Gosh! Too many clicks to 
select my car model

Filling info is time consuming

At last! Got quotation after 7 
minutes of filling info

1. Browse through the website

2. Views benefit details

3. Goes to evaluation tool

4. Checks vehicle eligibility

Super! They have some cool 
insurance benefits for my 
cars

Actions

Mindset

Pain Points

Opportunities
✔ Possibility to get a quote in 5-6 

steps

✔ Quick access to insurance 

benefits

✔ Testimonial adds more trust

B. SEARCHES FOR AN AGENT

• Finds agent in his locality

• Filters with rating or experience

• Contacts agent

• Sets-up meeting time

• Difficulty in finding best agent

• Missing Instant connect with an 

agent

Finally! Found agent search 
link.

Who is best among the results?

Oh! Again I’ve to explain all 
the car details to the agent.

✔ Quick agent selecting options

✔ Share quotation with agents

A. CHECKS OUT CLUB ACTIVITIES

• Searches for club benefits

• Looks out for recent activities

• Joins the club

• Views upcoming events

• Need to know club size or statistics

• Missing lively activities

Great club activities

Will I get any discount joint 
with the coverage?

✔ Clear view of club activities

✔ Club statistics

Scenario

John is looking for an insurance that provides a coverage with the right benefits. He learns about Hagerty 

Insurance Provider from his fellow club members and browses the website to check out the benefits. He 

requests for a quote by filling out required information. He reviews the generated quote and gets in touch 

with an agent for further clarifications and assistance in purchasing the coverage.

JOHN



AGENT PROFILE



ETHAN 
INSURANCE AGENT

42 YEARS OLD

MARRIED, TWO CHILDREN

LOS ANGELES, CALIFORNIA

PROFILE
Ethan is a licensed independent insurance agent with an experience of over12 years in dealing with classic auto insurance. He 
has an extensive knowledge of all the products and policies available in all top insurance providers. His expertise lies in 
handling insurance claims and inspecting assets. On the weekdays, he is usually on the move and spends most of his weekends 
with his family and two children.

PERSONALITY TECHNOLOGY MOTIVATIONS

PAIN POINTS

▪ Always need to create bonds with your clients to let them become 
your long term clients 

▪ Segmenting your customers and understanding the needs, behaviors 
and profitability of each segment

▪ Need to go hand in hand with the insurer who wants to be able to 
trust you and build long term relationships

▪ Need to track sales to ensure that you’re capitalizing on opportunities 
and your time & money are spent efficiently

▪ Making the customer feel valued after he has purchased and before 
the renewal comes up

Extrovert Introvert

Sensing Intuition

Thinking Feeling

Judging Perceiving

IT & Internet

Software

Mobile Apps

Social Networks

Incentive

Fear

Achievement

Growth

INSURANCE AGENT
PERSONA

COMMUNITY

Websites

Journals

Hagerty, Car and Driver 

Brands

Android, Apple.

Automobile Magazine

GOALS

▪ Attract new customers

▪ Ability to customize insurance 
coverage and give discounts

▪ Increase productivity and sales

▪ Build networks



Expectations

✔  Persuade the customer in quick responses

✔ Ability to get a quote quickly for customer

✔ Ability to find and reach new customer referrals

Goal

Addresses customer needs end-end including delivery and support 

VIEWS QUOTATION REVIEWS THE QUOTE

5. Adds multiple vehicles if requires

6. Suggests best coverages

• Repetitive process to get a quotation

• Customer waits long time on the call

• No instant sharing option with customer

• There are unnecessary clicks around 

the page to get the job done

• No one stop information about the 

benefits

1. Enters info to view the 

generated quotations

2. Connects with customer

3. Explains benefits and coverages

Actions

Mindset

Pain Points

Opportunities
✔ User friendly forms/wizards

✔ Possibility to get suggestions in 

5-6 steps

✔ Quick access to frequent used links

✔ Handy benefits/coverage 

information

3. ISSUES INSURANCE POLICY

• Verification done

• Issues a policy

• Require documents  to be organized

✔ Checklist of verification

✔ Automation of issuing policies

2. CONNECTS WITH CUSTOMER

• Explains benefits and coverages

• Uploads documents

• Inspects vehicle and proofs

• Strives to provide better experience

• More effort needed to make customer

     understand everything needed

• Tedious document collection task

✔ Intuitive and easy selections for 

coverage/additional protection 

details

Scenario

Ethan is a 42 year old licensed independent insurance agent with an experience of over 12 years in 

dealing with classic auto insurance. He has an extensive knowledge of all the products and policies 

available in the company. His expertise lies in handling insurance claims and inspecting assets. On the 

weekdays, he is usually on the move and spends most of his weekends with his family and two children.

Is the customer free now to 
make a call?

So many clicks to get 
into quotation page!

Why am I mistakenly select 
options all the time!!!

Exact Quotation taking more time

I have all the information to 
make note of suggestions

I missed to inform customer 
about a required document! 

Oh my! Always rechecks on 
the additional coverage 
selected option

ETHAN

I have all the information to 
make note of suggestions



CUSTOMER JOURNEY
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Find Research Purchase Delivery Aftersales
Feedback & 

Support

Hears from Car 
Club about 

Hagerty

Word of 

Mouth

Online

E-mail

Tele-calling

Face to Face
With 
Agent

Visits website and 
searches online for 

reviews and services

Connects with chat 
bot / online Agent 

Agent schedules 
connect with 

Customer

Clarifies questions on 
coverages, benefits, 

add-ons & quote

Purchases the policy 
through the website

Receives confirmation 
of purchase and 

documents shared via 
email 

Receives conformation 
of purchase and 

documents shared via 
email 

Gives feedback &  
recommendations on 

web page

Stages of Customer's Journey

Connects with agent 
for further support 

needed



USABILITY INSPECTION 



Missing Back CTA
In Get quote page there is no 
back CTA button, user finds tough 
to return to home page. 

This is not very intuitive.

1

Unutilized White Space
There seems to too much white 
space within this page due to the 
way content are organized. This is 
not very intuitive.

2

USABILITY INSPECTION 

2

1

2



Unnecessary Clicks
In “Get a quote” page, User may 
need to click 5-6 steps to reach 
the goal (finding a car model) 
which may be annoyed

1

Unorganized Content
The long listing content in 
displaying models may take much 
user’s time than usual time to 
complete the task

2

NAVIGATION & SCREEN FLOW

1

2



Inconsistent UI
The filter navigation button style 
differs between primary and 
secondary action items which 
may trigger a confusion for user 
understanding the selections

1

Scrollable Data
User may find difficulty in scrolling 
down to view the second set of 
alphabetical data

2

NAVIGATION & SCREEN FLOW

1

3

Scattered Filters
User can filter the options in two 
ways – Filter Panel and Navigation 
Buttons. This may leave the user 
puzzled

3

2



Page loading time
Page Load time is more than 
6secs( Very slow) which may 
effect in users patience, Global 
Research says 53% users leave 
the website, if its loading time 
more than 3sec.

3

EFFICIENCY & SPEED



Inconsistent UI
Few of the components in agent’s 
landing page missing consistent 
UI elements where users unable 
to piece together the available 
information

1

Unnoticeable Links/Action
Quick links is agents first stop to 
directly jump into the respective 
page where the design should be 
more intuitive

2

INFORMATION ARCHITECTURE

1

2



Undiscoverable Functions
“Click here to view” doesn’t make 
a sense of user action and users 
don’t have to experiment or 
deduce the interaction

1

Scattered Similar Features
Most of the functions around the 
agent site are similar to each other 
but placed scattered and 
consumes extra time to complete a 
task by user

2

EFFICIENCY

1

2

3

Avoidable Table Structure
The table format is not needed for 
these functionalities and gives no 
value to the structure

3



Avoidable Labels
Unorganized label structure might 
confuse the user to mistakenly 
enter wrong inputs

1

Misplaced Filters
User might misguides with 
placement of “Apply Filters” action 
items in the page 

2

LACK OF SEQUENCING

1

2

3

Inappropriate Text Color
An important information can be 
highlights in many ways rather 
than using Red which is universal 
for error messages

3



USABILITY INSPECTION 



NICE-TO-HAVE FEATURES

Agent Profile
List of Agents Available
In Get quote page there is no 
back CTA button, user finds tough 
to return to home page. 

This is not very intuitive.

1

Agent Detail Profile
There seems to too much white 
space within this page due to the 
way content are organized. This is 
not very intuitive.

2

Customer Feed back 
against every profile
There is a long scroll within menu 
due to how car models have been 
listed. This is not very intuitive.

3



NICE-TO-HAVE FEATURES

Global Search
Search option on home 
page
In Get quote page there is no 
back CTA button, user finds tough 
to return to home page. 

This is not very intuitive.

1



NICE-TO-HAVE FEATURES

List Latest Car news
Search option on home 
page
In Get quote page there is no 
back CTA button, user finds tough 
to return to home page. 

This is not very intuitive.

1



NICE-TO-HAVE FEATURES

Powerful quotes to make the customer trust the brand
Search option on home 
page
In Get quote page there is no 
back CTA button, user finds tough 
to return to home page. 

This is not very intuitive.

1



NICE-TO-HAVE FEATURES

Multi-factor components for return users
Search option on home 
page
In Get quote page there is no 
back CTA button, user finds tough 
to return to home page. 

This is not very intuitive.

1



NICE-TO-HAVE FEATURES

A clear visual hierarchy of prioritized content
Visual Hierarchy 
In Get quote page there is no 
back CTA button, user finds tough 
to return to home page. 

This is not very intuitive.

1



THANK YOU


