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Opportunity

EBMS, an industry leader in third-party healthcare insurance administration of self-funded plans, 

engaged Kinetic Marketing & Creative to assist in a comprehensive application refresh and design. 

Based on the diverse nature of users for whom this application would need to be accessible, 

intuitive and easily navigable, Kinetic facilitated an in-depth, user-experience workshop at the 

outset of this effort.

Actions

The first critical step in creating an effective user-centered application is conducting in-person UX 

workshops. For EBMS, this workshop was designed to bring together perspectives from across the 

spectrum of demographic profiles, professions and tech-experience levels of current and potential 

users (ranging from HR directors, independent brokers and individual policy holders). 

During the work session, the users were observed as they navigated the many features of the 

application. Specific tasks were assigned, and the results were closely tracked and recorded. We 

then provided our development team with in-depth data to translate into actionable solutions in 

the design and functionality of the application.  Additionally, on-going conversations regarding the 

overall user experience assisted our team of web and creative designers, as well EBMS leadership, to 

empathize with their users on a much deeper level — and led to additional invaluable insights.

Results

Every aspect of the EBMS application was planned, programmed and designed with the insights 

gained by this research-based and field-tested data. Navigability and ease of information retrieval 

were greatly improved. Usefulness of content, simplification of format to more easily absorb sections, 

and application access and functionality were also up-leveled.

Digital Interface User Testing

CASE STUDY

Industry: HealthcareClient: EBMS

MEMBER
Tasks and Scenarios

Name: __________________________

Scenario:

2.  You’ve been expecting to hear from the folks at the vein clinic 
where you had some ultrasound tests done two months ago. But 
you haven’t seen a bill. They’re so busy, you don’t want to call 
and bother them. Where can you go online to see if they have 
sent a bill to your insurance carrier?

Member

November 7, 2017 
from 9am-1pm 

Billings, MT 
The Northern Hotel 

The Details:

When?
Why Were 

You Chosen?
• You are our core target users
• We’ve chosen a small group 

to give us insights
• A small group will expose 

repetitious insights useful for  
better results 

How Should 
You Prepare?

Don’t! Just bring yourself 
and be prepared to 

participate in a series of 
activities. Dress is casual. 

What is a
Discovery Workshop?

We are working toward a user-centered design for the 

new EBMS miBenefits portal. This includes user testing 

and we will work to take you through a series of tasks 

on the miBenefits portal initial prototype to observe 

how you interact with the site. 

miBenefits Pre-test Questionnaire 

Thank you for your time spent at the User Advisory Workshop on behalf of EBMS. We will 
work to make sure the test environment is pleasant and fun for you. The results from our 
Usability Test will be used to help improve the new miBenefits Admin portal. 

Please answer the following questions: 

Name: ____________________________________      Phone:  _________________________

Age:     ¨ 15-20          ¨ 21-30          ¨ 31-40          ¨ 41-50          ¨ 51 or above

Sex:      ̈  Male          ¨ Female 

Dominant Hand: ¨ Right          ¨ Left 

Highest Education:  ¨ Less than high school 
   ¨ High School degree 
   ¨ Bachelors degree
   ¨ Masters degree 
   ¨ Doctorate 

Occupation: _______________________________

Please answer the following about your computer experience: 

1. What is your desktop computer use frequency? 

 ¨ Less than one month 
 ¨ 1-6 months
 ¨ 6 months to 2 years 
 ¨ Over 2 years

2. What is the frequency of your computer use? 
 
 ¨ Daily 
 ¨ Weekly
 ¨ Monthly 
 ¨ Never

User Advisory Workshop

We involve our users in development because
it can be 100x more expensive to change a 

coded feature than a prototype.


