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With over 1.4 million members, Healthfirst is the largest not-for-
profit health insurer in New York State.

Our Mission

* Improve the user experience of Healthfirst.org across desktop, tablet, and mobile
devices

* Establish a prospect-centered platform with informative content

e Update the look and feel of the website to be modern and closely aligned with the
current branding and print materials

* Create a cohesive experience that aligns with as well as links to our current microsites

e Allows for easier internal management of content

e Establishes a central hub for all users

UX Design Team

Tori Reed, Foysol Rahman, Jen McManus, Nicole McEwan
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Our Methods

Before designing new screens, we used a variety of research methods
to gain insight into user needs and behaviors.

We used:

e Contextual Inquiry

e Competitive & Comparative Analysis
e Analytics & Surveys

e Stakeholder Research

e Usability Testing

e ADA Compliance Review
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Competitive & Comparative Analysis

We analyzed the websites of

competitor companies as well as Compare Mac models

non-health insurance industry
sites; made note of strengths and
weaknesses re: visual appeal, A °
functionality, and

user-friendliness.

We learned that decluttered Ul can reduce the

stress of deCiSiOﬂ'making- Comparative shopping experience
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Analytics & Surveys

We use a variety of tools to healthfirst  averostosn  arocertor I -
un de rstand rel evant b eh aViOI'S Get Health Insurance I':f(::o: Me:bers Info For Providers Ho f(?r Brokers Info For Employers
an d mOtivati OnS ° m ¢ pgrading How You Manage Your Health

Plan Materials

s
s - ¥
Pay Your Bill - " Now it's easier to manage your benefits, 24/7. Create

Eind a Healthfirst K 1 & your secure Healthfirst account today!
Provider v\ R >
Including: (. : ,
.

Erequently Asked
Questions

° Google Analytics Healthcare Plans | Want To... Renew Your Plan

VIEW ALL PLANS Medicaid, Essential, CHP, and Leaf

Become a Member (> ] plans only.
With our no-cost and low-cost More Info @
{ ] h r T ] options, you're sure to find a . »
e at a ps healthcare plan that fits your needs Find a Doctor or Hospital @
More Info ‘a:' Pay My Bill o News

® surveys

Healthfirst reports privacy breach
on May 24, 2019 impacting 1,811

Old link access

Espafiol | #3X  About us

'hmewa'l:ghf! [?ktr Search Q Contact Find a Doctor

We | e a rn e d Wh |Ch | | ] kS We re m Ost | m po rta nt to Plans Info for Members Info for Brokers Info for Providers

users and brought those forward. New link access
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Stakeholder Research - Broker Example

We learned that Brokers need
immediacy.

Collaborating with internal stakeholders / subject
matter experts allowed us to gain a deep
understanding of different populations and how
we can best serve them.

Result:

e All content is organized on a single
page to avoid page-load lags

e Contentis housed within tabs to allow
brokers to scan for the information

they need

Plan Overviews

insurance plans give small-business owners, employees, and their families a new option in an
evolving market. Find out more about our plans and rates now.

nnnnnn

eeeeeeeee

Get Appointed

See information for:  Small Business Plans  Medicare Advantage Plans

Old Broker Page

Plan Overviews

See information for:  Small Business Plans  Medicare Advantage Plans

New Broker Page
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Compliance Research

We learned how to design for
Americans with disabilties
including vision imparement.

Dark Grey Pass Dark Grey Pass

Dark Green Large AA Pass Dark Green Large AA Pass

We researched and implemented ADA web

Green Green

standards to ensure that our design meets

Yellow Yellow

accessibility requirements.

Dark Blue Pass Dark Blue Pass

Light Blue Large AA Pass Light Blue Large AA Pass

We addressed:

. . Purple Pass Purple Pass
e Site tagging

Violet Pass [minus small AAA] Violet Pass [minus small AAA]

* [nitial text sizing and resizing
functionality

e Contrast standards Style guide + contrast standards

e Form design

e & more...
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User Testing

We ran usability tests throughout the redesign process
and incorporated user feedback into our designs.

After synthesizing initial research, we drafted and tested our own designs.
This allowed us to question assumptions and hone in on any unforeseen usability issues.

Our designs would need to be:
e Useful
e Findable
e Accessible
e Usable

e Desirable
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Result

e \We created a platform that serves different
user types and their varied goals/needs
- e.g. Align new styles to meet color contrast
standards for visually impaired users
e Optimized current site content to promote
understanding
e Guided users where they need to go and help
them accomplish their intended tasks
- e.g. Reducing the number of clicks by
consolidating pages so that users can

quickly find what they are looking for

e Provided easy access to other Healthfirst
platforms
- e.g. Portals, social media, healthy living
blog, etc.
e Provided easier access to contact
information for pertinent departments at
Healthfirst, cutting down on hold times and

phone transfers
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User Flows

We recalibrated key flows, making
it easier than ever to find vital
content.

Flow -
Comparing ‘Leaf’ & ‘Leaf Premier’
insurance plans

Old site
4 clicks
4 page loads

New site

No action required, content is placed
adjacently for immediate comparison

[
QUICK LINKS

Your Annual Checkup (Preventive
Care)

Primary Care Provider (PCP) Visit
Specialist Visit

Urgent Care

Emergency Room

Ambulance

Surgeon

Tier

Summary of Benefits
(PDF)

Premium

$0 — No deductible or cost sharing

applies to recommended preventive Find a Healthfirst Plan ©
care visits or services
Find a Healthfirst Doctor (> ]
$15 copay Estimate Treatment Costs (>
$35 copay Visit NY State of Health (> ]
Preventive Pediatric Guide (> ]
$55 copay
Approved Preventive Services @)
$1 a \
00 copay Women's Preventive Services (> ]
$100 copay Vaccine Recommendations (> ]
Learn More About Surprise Bills °
$100 copay

Old Site - required use of header links

Gold Silver Bronze Green

® Platinum Leaf ® Platinum Leaf Premier

) English -] English

More Languages v/ More Languages “/

Monthly premium costs depend Get a Quote
on household income and size.

New Site - content is adjacent
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We holistically evaluated the
form flow.

We remapped how our call centers receive forms
in order to limit call hold time and transfers.

For easy internal management, we now have only
one form that changes dynamically based on user
type requirements.

We added in a ‘message’ field. This allows users
to feel heard, saves them from needing to make
note of the reason for outreach, and to allows our
call center operators to be better prepared for
the callback.

We look forward to helping you!

Please fill out the form below and one of our representatives will get
back to you within one business day.

* = required field

lam*

| "]
First Name * Last Name *

Phone Number * Email Address *

Home Zip Code * t Signature (first & last name) *

|| |

Message (optional)

| am not a robot

may apply. Submitting this fo
enroll in a Healthfirst plan

New Form
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Responsiveness

Users can now experiences site versions tailored to their device type.

Espariol | X About Us

hea |thfirst SearchQ  Contact  Find a Doctor
New Yorke

Health Insurance for New Yorkers

Info for Members Info for Brokers Info for Providers

Good health doesn't just happen.

As a New York born and bred health insurer no one knows this better than us.
This is how we keep care in healthcare.

healthfirst

= -

. Good health doesn't just happen.
More than 1.3 million . A5 New York born and bred hexth insurer 7o o knows tis beter than us.

This is how we keep care in healthcare.
Yorkers covered

lore than 1.3 million

Find a Plan b Yorkers covered

st o o,

Good health
doesn't just happen.

As 3 New York born and bred

o~
S

More than 1.3 million
New Yorkers covered
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Homepage

Espafiol | FX  About Us

“ hea |thf|rst & Member Login g Provider Login n Type search word m
Get Health Insurance Info For Members Info For Providers Info for Brokers Info For Employers \ hea |thf|rSt SearchQ  Contact  Find a Doctor

! Health Insurance for New Yorkers

Info for Members Info for Brokers Info for Providers

A special message for Essential Plan and
Medicaid enrollees of Crystal Run Health Plan

You will be automatically enrolled in coverage through Healthfirst, effective September 1, 2019, unless you choose another plan.
To obtain general plan and benefit information from Healthfirst, contact us at 1-866-463-6743 or 1-888-542-3821(TTY)

Monday through Friday from 8:00 am to 6:00 pm.
More Info

Good health doesn't just happen.

As a New York born and bred health insurer no one knows this better than us. This is how we keep care in

healthcare.

|
Healthcare Plans | Want To... E Renew Your Plan More than 1.4 million
Medicaid, Essential, CHP, and Leaf New Yorkers covered
VIEW ALL PLANS Become a Member (>} plans only. i
With our no-cost and low-cost More Info @
options, you're sure to find a ) . Nt Find a Plan
healthcare plan that fits your needs. Find a Doctor or Hospital °
P )
More Info (@ Pay My Bill ° News
\\» _‘/
Healthfirst reports privacy breach
on May 24, 2019 impacting 1,811
members P
PRESS  NNUAL HEALTH & WELLNESS EXPO IN THE BRONX - HEALTHFIRST REP Vore Info @

Healthfirst -\ Find a Healthfirst plan
Com munity More Info ) In just three easy steps, you can find a plan that fits your needs.

A\ 4 __
. Y nn )
Try it now. More Info | )
\ uY )

Get Health Insurance Info For Members Info For Providers Other Resources
seal Blans HemberServices Frovider Services s Individual Medicare & Small
Essential Plans ntact Claims and Billing In Your Community . i
Medicaid Managed Care Plan Renewals Provider Manuals Glossary & Famlly Long Term Care Business
Child Health Plus Plan Materials Provider Resources Careers We're here for you and your Our Medicare Advantage plans Discover how we're here
Medicare Plans Pay_ My Bill Compliance About Us family with the benefits and offer additional benefits on for your small business, with
Medicare-Medicaid Plan Find a Healthfirst Clinical Partnerships Pressroom services you need for a top of Original Medicare, health plans that fit your
Wellne a Provider Media Contacts it future. giving you flexible coverage, employees’ needs.
Old Site Long Term Report Fraud Healthfirst's Online New Site extra services, and the peace
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Plan Page

Espafiol | 13X About us

“ hea |thfi rst 8@ Member Login g Provider Login n Type search word E

Get Health Insurance Info For Members Info For Providers Info for Brokers Info For Employers Q) hea |thf|rst Search Q Contact Find a Doctor a Login v
Health Insurance for New Yorkers

Plans Info for Members Info for Brokers Info for Providers
The Healthfirst Gold Leaf plan has coverage for
3 Marketplace
checkups, emergency care, prescription drugs, and
more—with modest copays and a $600 annual Leaf & Leaf Premier Health Plans

deductible.
Healthfirst Leaf and Leaf Premier plans offer individuals and families under-65 everyday health benefits that

cover the health protections you need to feel safe and secure.

Get a Recommendation

Covered Benefits (Individual and Family) QUICK LINKS Plan Highlights:

Preventive and wellness visits

Find a Doctor or Hospital £

Your Annual Checkup (Preventive $0 — No deductible or cost sharing ) . . . .
Care) applies to recommended preventive Find a Healthfirst Plan © Hospital, emergency room, and urgent care visits Contact Us
care visits or services
Find a Healthfirst Doctor (> ] Lab tests & x-rays Forms & Documents
) ) ~r ' Prescription drug coverage
Primary Care Provider (PCP) Visit $25 copay after deductible Estimate Treatment Costs ° p 9 g -
Maternity coverage Renew Your Plan

Specialist Visit $40 copay after deductible Visit NY State of Health © Optional dental and vision coverage

Preventive Pediatric Guide O Behavioral health and substance abuse services
Urgent Care $60 copay after deductible . )

Approved Preventive Services @ Physical and occupational therapy
Emergency Room $150 copay after deductible Women's Preventive Services °
Ambulance $150 copay after deductible Vaccine Recommendations © , ; )

| 2019 | | Platinum | Gold Silver Bronze Green

Learn More About Surprise Bills @) — —

Surgeon $100 copay after deductible S
Tier Platinum Leaf Platinum Leaf Premier
Outpatient Facility $100 copay after deductible
Summary of Benefits A Enali B
Inpatient Facility/Skilled Nursing $1,000 per admission after deductible i4 D English D English
Facility (PDF)
Moere Languages v More Languages v/

Physical, Occupational, and Speech $30 copay after deductible

Therapies Premium Monthly premium costs depend
. ) Get a Quote
on household income and size.

Pediatric Dental Care $25 copay after deductible

Eligible Age Under 65
Pediatric Vision Exams $25 copay after deductible

Eligible Location Within New York City's five boroughs (The Bronx,
Brooklyn, Manhattan, Queens, and Staten Island), and

enefit information given above is a brief summary, not a full description, of Long Island

Old Site ' New Site

1arv of Benefits (Enalish / Espafiol / i)
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View All Plans

\ \ healthfirst 8 Member Login g Provider Login n Type search word E

Get Health Insurance Info For Members Info For Providers Info for Brokers Info For Employers

View All Health Insurance Plans

Looking for a health plan with all the benefits you need
and coverage you can count on? You're in the right
place.

Healthfirst Leaf Plans Medicaid Managed Care Healthfirst Essential
o . Plans

Plans for individuals and families A New York State-sponsored

available through NY State of health insurance program for Plans for $O or $20 a month

Health. @ eligible New Yorkers. @ available to eligible individuals @

Medicare Plans Managed Long Term Healthfirst AbsoluteCare
Care Plan FIDA Plan

Medicare Advantage plans that
offer additional benefits on top of — Plans that let you or your loved

— (Medicare-Medicaid Plan) .
Original Medicare. @ ones remain independent. @j @

Child Health Plus Personal Wellness Plan Healthfirst Pro and Pro
Plus EPO Plans

New York State-sponsored health A health insurance plan with the
insurance for individuals under age benefits of Medicaid Managed Care Plans for small businesses that

19. @ and behavioral health coverage. @j include comprehensive benefits. @

Find a Healthfirst plan Renew Your Plan
In just three easy steps, you can Learn how and when to renew
find a plan that fits your needs. Try your health coverage now.

it now. @ @

Get Health Insurance Info For Members Info For Providers Other Resources

Leaf Plans Member Servi Provider Servi Healthy Living
Essential Plans Contact Us Claims and Billing In Your Community.
Medicaid Managed Care Plan Renewals Provider Manual Glossary.
Plan Materials Provider Resources Careers
Old Site »

Pay_My_ Bill Compliance About Us

Espaiol | X About Us

he a |thﬁ rst SearchQ  Contact Find a Doctor

Health Insurance for New Yorkers

Plans Info for Members Info for Brokers Info for Providers

Individual & Family Plans

You never know what life is going to bring. From the joy of a new baby to sickness or an injury, it's important
to have health insurance. We know that navigating health insurance plans can be tricky and also time-
consuming. Let us help you find the right plan that works for you, your family's needs, and your budget. We
have plans for every New Yorker. Whether you just need minimum coverage, or would like to add dental or

vision coverage, or even if you need financial help, we can find you a plan.

Medicaid Managed Care Plan Details Essential Plans Plan Details
Free or low-cost health insurance (sponsored by Plans for SO or $20 a month available to eligible
New York State) for qualified low-income families individuals age 19 - 64

and individuals under 65

$0 Monthly Premium Monthly Premium varies Get a Quote
S0 Medical Deductible SO Medical Deductible

Plan Highlights: Plan Highlights:

v Primary Care Visit & Screenings v Adult Dental & Vision (optional)

v Dental, Vision, & Hearing v 24/7 Access to Telemedicine

v Emergency Care v Prescription Drug Coverage

Child Health Plus Plan Details [l Marketplace

Free or low-cost health insurance (sponsored by

Plan Details
Leaf & Leaf Premier Plans

Plans for individuals and families under 65 available

New York State) for children under the age of 19

through NY State of Health. Monthly premium
depends on plan, family size, and income

New Site hly Premium varies Geta Quote Monthly Premium & Medical Deductible vary

— Cak a MNuiAka
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Let me know your thoughts
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