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Simplifying the insurance customer journey is anything but simple
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Guiding principles for designing for humans

Thinking is 
hard

Short isn’t 
always sweet

Friction isn’t 
always bad

Feeling is 
thinking

Time flies 
when you’re 

having un



Streamlining sales



40% Don’t buy life insurance due to knowledge gaps

Source: Scanlon, James. 2019. Understanding Life – The Impact of Life Insurance 
Knowledge on Consumer Attitudes and Behaviors, LIMRA.

▪Only 28% of life insurance material is understood

▪ Identifying policy types separates owners from non-owners 

–Ability to distinguish term vs. permanent life insurance is a key 
milestone for gaining perceived life insurance knowledge

▪ Reaching this milestone Increases:

–Likelihood of purchasing for prospects

–Maintaining adequate coverage levels for insureds

Lack of comprehension - A major barrier to life Insurance ownership



Poor comprehension limits renewal acceptance



Boosting quote comprehension and acceptance

EMOTIONAL

COGNITIVE

BEHAVIORAL



Strategies to improve understanding in life insurance sales



Positive friction increases engagement and comprehension



Understanding underwriting



Broad underwriting questions increase cognitive load

Have you ever been diagnosed with, 
suffered from, sought medical advice for, 
or received treatment for any mental 
health condition? 

Some examples include anxiety, post-
traumatic stress, depression or 
schizophrenia.

❑ Yes
❑ No



Specific questions clarify and simplify

Have you ever been diagnosed with, suffered from, sought medical advice for, or received treatment for any of these 
mental health conditions:

•Any anxiety disorder including generalized anxiety, panic, or phobic disorder  
•Any eating disorder including anorexia nervosa or bulimia or any other eating disorder  
•Any form of depression
•Bipolar disorder
•Post-traumatic stress disorder (PTSD)
•Acute Stress Disorder or any other stress reaction disorder
•Schizophrenia
•Any other delusional, psychotic or schizotypal disorder
•Any sleep disorder, sleeplessness, chronic tiredness
•Obsessive compulsive disorder (OCD)  
•Borderline personality disorder or any other personality disorder  
•Any other mental health condition

❑ Yes
❑ No



Specificity simplifies customer decisions



Fewer questions ≠ easier experience

Have you ever been diagnosed, treated, tested positive for or been given medical advice by a 
member of the medical profession for any of the following:  (Shown as a list. If "yes", circle all 
conditions that apply). 

1. Any heart or blood vessel disorder(s) such as (but not limited to) coronary artery disease, 
chest pain, high blood pressure, high cholesterol, irregular heartbeat, congenital heart 
disease or defect, valvular heart disease, heart failure or heart murmur

2. Any disorder(s) of the circulatory system such as…..



Separating items looks longer, but is easier

Have you ever been diagnosed, treated, tested positive for or been given medical advice by a 
member of the medical profession for any of the following:

1. Any heart or blood vessel disorder(s) such as (but not limited to) 
❑ Coronary artery disease
❑ Chest pain
❑ High blood pressure
❑ High cholesterol
❑ Irregular heartbeat
❑ Congenital heart disease or defect
❑ Valvular heart disease
❑ Heart failure
❑ Heart murmur

2. Any disorder(s) of the circulatory system such as…..



Separate items: Higher disclosures, simpler interview



Mental health stigma reduces disclosure



Disclosure is easier via distant channels

Preferred channels for 
mental health 

disclosure



Crafting a claims journey



Obtaining quality information in DI forms is challenging



Checklists improve information quality



Checklists feel quicker, despite taking longer



Simple communications with medical professionals

Unstructured 
forms are difficult, 
especially for busy 

people



Simple communications with medical professionals

Structure brings 

order to 

complexity 
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We Value Your Feedback — Share It in the Conference App

Module Option Agenda Option 
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Thank You
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