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1 • Heuristic Evaluation
Description Usability Severity

Landing page Old style design Satisfaction

Navigation Duplicated menu items are confusing Efficiency

Links leading to different websites Consistency

Visual Poor Design, not inviting, static style Satisfaction

Shopping Not friendly or intuitive, easy to get lost Efficiency

Anonymous pages Memorability

Mobile version Responsive. Too many informations, 
No accessibility, bad navigation

 

Efficiency

App version Not friendly, confusing,
 no features prioritization 

 

Efficiency
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2 • Comparative & Competitive Analysis

Superiorhealthcare.com Aetna.com

Design Old style, confused navigation, 
No consistency 

Modern, Strong focus on products, less 
info and more visual (icons)

Features Constantly change interface All the features available on every step.

Login Not easy to find Always visible and accessible from each 
page

Information 
Architecture

different links, difficulty to navigate,
basic footer

Consistency with the navigation,  
Rich footer with main links

Social Links Yes Yes

http://aetna.com
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3 • Personas

Families with children’s Retired Couples Single mothers Single Man
Car Dealer
He goes to the workplace every day 
She works from home and takes care of the 
house and their children 
They like outside activities 

Goal:
Spend more time with children in a healthy 
environment. 

Business owners
They own a winery 
She is in Medicare 
They have passion for wine & food 
They like to hang out with friends 

Goal:
Have a healthy life and enjoy the 
grandchildren 

Part time worker
She is in the Medicaid program 
She wants to be healthy   
She is living with the sister 
The kids have some health issue 

Goal:
Be independent and watch her son 
growing in health. 

Ex Bank Manager
He worked for 45 years in 
local bank 
He want to stay healthy   
He goes to the gym 

Goal:
To read books and play 
golf with his friends 



4 • Customer Journey Mapping

“I like to read reviews”

“A lot to read”

“Looks like I’m 
on a different 
website”

“It takes a while to understand 
how to buy a plan” “I’d like to chat with 

someone”

“I’m lost”

“I’ll try later”

“Too many 
pages”
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5 • Find a Provider

From this To this
7 steps



6 • The App
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Login Profile info Menu Geo location
Poor of informations 
Old style,  
needs improvement 

Text too small, 
should be more 
accessible.  

Links too small to 
be clickable and 
too many in a small 
space. 

Good feature but 
not easy to find, 
could be improved. 
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7 • Information Architecture
Confusing Links

No header or back home 
from the shop page.

Different website, bad design and  
no clear what to do.

No header or back home 
Lost page and links to others. 
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8 • Conclusions
Empathy  |  Simplification  |  User Centered Approach 

The design feels outdated, with numerous issues that need addressing to create a more 
seamless experience. Content should be streamlined, visually enhanced, and made more 
accessible. 

A full system overhaul is essential, with in-depth UX research guiding a new approach to boost 
performance and integrate the latest technologies. 

The app is a crucial asset and a "must-have" but requires validation and fresh features to better 
meet customer needs. 

Simplicity is key to success. Building empathy with customers and listening to their feedback will 
make the product more user-friendly and truly centered on user needs.



Max Cipicchia 
UX/UI Designer

Thank you.


