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Kotak Life Insurance - Usability test 
 

 

Kotak came to us when they were in the middle of a site redesign. They wanted to 
ensure if their redesign meets their users expectations, business goals and 
marketing communication goals. 
 

 

We helped them by conducting a usability test on their redesigned siteΩǎ prototype including 
the following: 
Å recruiting participants  
Å refining the test protocol 
Å moderating Usability Testing sessions  
Å documenting user sessions  
Å interpreting data using post-it analysis  
Å Presenting the findings and guiding Kotak with future directions for their website 
 

 

Following is a part of the final presentation made to the Kotak team. 



Objective 
 

 

The objective of the Usability Test was to understand the 
following from the Target User Audience of Kotak Life Insurance 
 
 
 
 

Å What are the usersΩ ǊŜŀŎǘƛƻƴǎ and perception when they look at the 
Kotak Life Insurance website. 

 
Å What is the brand perception of the Kotak as compared to 

the (Competitor 1) and (Competitor 2). 
 
Å To observe usersΩ ǊŜŀŎǘƛƻƴ for the homepage of the Kotak Life 

Insurance on the (Competitor 1) and (Competitor 2) website? 
 
Å Do the users feel that their needs are comprehensively covered on 

the website?  
Å Does the άƴŜŜŘǎ ǘƻƻƭέ ŀŘŜǉǳŀǘŜƭȅ cover all the needs of the user? 
 
Å Are users able to comprehend all the information presented on 

the website?  
Å Are users able to find information and help easily on the website? 



What is the context in which users use the website? 
 
 
 
 
 
 

 

When asked about their current source of insurance information, 
most users said that they use agents to find more information and 
make decisions. 
 

 

WHY? 
 

Å ItΩǎ easier to understand the information if it is explained by 
someone rather than reading the text. 

 
 
Å The information presented on the website is technical, vast 

and complex. 
 
 
 
 
 

 

If the website aims to be used by agents, consider having a separate area for 
agents. Eg. Consider having a separate agents login section. 



What is the context in which users use the website? 
 
 
 
 
 
 

 

Å Whenever the users got stuck 
while trying to get specific 
information, most of them said 
that they would directly 
Request for a Life Advisor 
instead of spending too much 
time searching for information. 



What was observed first? 
 
 

 

Users were first shown the website and asked what they saw first. 
Most of them were immediately drawn to the pictures in the Banner. 



Were users able to locate their needs easily? 
 
 
 
 
 
 
 

 

Å Each user had a separate concern 
at each stage of their life. 

 
 
Å They felt that all their needs 

were adequately covered on 
the website. 

 
 
 
 
 
 

άL ŀƳ ƻƴƭȅ getting older. 
 

I am very concerned about retirement. 
I can simply click this link and it will give 
me all the information about the 
retirement plans.έ 



How did their attention flow across the homepage? 
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