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Executive Summary

The Communication Center goals are
to create a centralize area on the
Sponsor Center where sponsors and
advisors can easily find updates and
personalized information they need to
act on or be aware of for their
retirement plans. To create this, a
design sprint was instituted where a
resulting prototype showed favorable
results when tested, noting its
preferred placement to be at the
bottom of the Sponsor Center home
page. However, this feature was
paused due to M&A activity.




Discover

Customers asked for a quick and easy way to get

to applications they need without having to dig
PrOblem —4 around the site for it. A centralized location,
customized for each authenticated user, that
helps denote what quick actions are needed and
other helpful applications that assists with their
current role.
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Scope + Constraints Discover

@ Scope >@% Constraints

% Actionable alerts for important daily functions, % Technology challenges
such as payroll and reporting s M&A activity

% Goal Setting % Funding

% FAQ’s section % Staffing

s To Do’s that are assignable to others
¥ A “What’s New” section
¥ News - from Pru and ability to add ones own

% Events — from Pru and ability to add ones own
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Target Audience + Persona

Sponsor Center Usage
Compliance Services

Reporting
Payroll Alerts
Participant Search

Pain Points
Usability of Participant Search

Navigating Subplan Functions

Payroll Alert Lacks Subplan Info

1 . P I a n Ad m i n istrators : Prefers Contact With Prudential Over

Plan Administrator Website Self-Serve Capabilities
2 C S . E . 55 Married New Jersey Goals / Needs
. -Q Ul te Xec Ut IVES Age  Status Location Quick Accurate Reporting
A college educated professional who Ease of Submitting Payroll
. likes to volunteer as a Grounds Helper o .
3 Ad VISOrsS at Horses TorHope Wieimits brogram Indicative (Sensitive Data) Updates

is aimed at promoting therapeutic Quick Website Performance
healing of the mind and body using . . .
horses as a catalyst. Assist Participants Quickly

Define

Devices Used

Technical Experience
IT / Internet
Mobile / Tablet

Social Media

Personal Internet Use
Email

News / Blog

Social Media

Banking

Pay Bills

Shopping
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Remote Design Sprint

(Scaled to 2 Days) Prototype

Lightening Demo’s Sketch + Vote

Payrolls Reports Service Center

F Activity Center
Activity Center
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v e - .. ‘ :
= ‘\s—] Payrolls
- o em T ta
. * e . File Correction
Bil Pay P q Pay Period; 02/01/20KX  Subplan: 000001 jon: Correction for Jean's vacation
B * et SN 0000 R 85
Alerts Bill Pay :our hav:—: no new dlelllsr.(cr;) to /t:.:;rl: 45b Payroll Validation
istory to see your alerts from the pas jars
vy y p s Pay Period: 02/01/20XX  Subplan: 000001 me/Description: Weekly Payroll update
days.
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What's New?

Spansor Center: Repartin New Loans This Month

bl oo,

Popular FAQs

> Where do | go to pay an invoice?

Storyboard

n direcily to the TR | petirement
communication center COMMUICETon center to of thee sponsor : -
the sponsor center. tlle that shows a number wlew thelr new alerts and

of new alerts. determing action tems.

Thney chooss an
< —_ —_ ) acilon Fem and are
hey see a hey click Into the
The client logs into
Tester

October 13
PR - Retirement Introduces Introducing ‘Caroline’s Carner’ 2021 Virtual HSA Review
Ef 0 Compels Relationship Management P
hat afer.
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Process: User Testing >

Results

@ UserZoom Prudential (Utilities Team) Communication Center Offline 43/50 Support & Education  Jude Niosi ~

Project Details Recruitment Study Builder Monitor Results

Results. All sections of Communication
© Task 1: Navigation - General Questionnaire Filter == All participants 946 . Center WaS Seen aS Va|Uab|e
for day-to-day work needs

‘ Q Ratios & Responses

1. Please indicate your level
2. If you could add anything to the Communication Center, what would that

of agreement with the

Less than half of responders
would customize their website
experience if given a chance

be? If you wouldn’t change anything let us know that too.

provides the right’ 43 responses Export v~
information | would need

2. If you could add anything
to the Communication Most popular words: Participants who wrote 'anything’ also wrote:

Center, what would that JUSt a blt Over half Of
S information would responders would add their

anything let us know that .
add own events in the “Events”

e i o e nothing C h an g o section

Communication Center, what

change would add  not The bottom of the homepage |

where responders is the
preferred placement for the
Communication Center

Answers 8 User Testing Questions
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Outcomes

Learnings

Build
s Ability to customize experiences on websites are not well utilized 2
+» Though all sections of the Communication Center was deemed

valuable, a “Center” for them needs further investigation
Idea €D @ Launch

Next Steps
M&A activity, identified as a risk during the Design Sprint sessions,
has been realized with Empower Retirement acquisition of Prudential (4]
Retirement. The project is now paused but readily available should Learn

Empower like to proceed with this project.
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Appendix
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Team: Design Sprinters

“ TEAM

1. Decider 2. Facilitator 3. UX Designer 4. UX Writer

MONDAY  TVESDAY  WEDNESDAY THURsDAY FRIDAY

.Re:-":« o g -
5| e B |

sk
5 [@s [ | 7 [ #8

estorybeed o earn

6. Customer Rel. 7. Business Dev. 8. Technology
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User Testing Questions

1. Please indicate your level of agreement with the following statement: The Communication Center provides
the ‘right’ information | would need.

2. If you could add anything to the Communication Center, what would that be? If you wouldn't change anything
let us know that too.

3. If you could remove anything from the Communication Center, what would that be? If you wouldn't change
anything let us know that too.

4. Please indicate your level of agreement with the following statement: The concept of Alerts' is clear.

5. If you could make changes to the Alerts’ section what would that be? ? If you wouldn't change anything let us
know that too.

6. What would you expect to see when clicking on the “What's New” link?

7. Please indicate your level of agreement with the following statement: | would click on the articles in the
"Mews" section and read them.

8 . Please indicate your level of agreement with the following statement: | find the "Events" section useful.

9 . Please indicate your level of agreement with the following statement: | would add my own events to my
plans website.

10. How frequently would you personalize this Communication Center based on your preferences?
11. When the option is available, how often do you personalize websites that you use?

12.. Click any area(s) on the image that you think will allow you to make changes to the display of the page. You
may have to use scroll bars to move around the image on the right and bottom. When done...

13. Please indicate your level of agreement with the following statement: | find the concept of Frequently Asked
Questions (FAQ) helpful.

14 . If we add more stuff to the page and need to move the Communication Center elsewhere on the page,

where would you prefer to see it? Please rank the potential placements in order from most to least...

(@ Prudential  sponsor Center

Switch to ABOthSE Plan

Plan Plan Balance
|- ABC EMPLOYER NAME RETIREMENT PLAN (1234567) DC $125,000,000.00

> subplan(s)
Plan Health
Plan Summary

Average Income Replacement

Communication Center

o service Center
oans (Al Participants) jar Generalingui
s Monthly (A1 Participant Gontrbutior

> sea/All Repo: > See Al

What's New?

Sponsor Center: Reporting Center New Loans This Month

bl 1,

As of Date

02/28/20XX

New Loans This Month Sponsor Center: Reporting Center

Popular FAQS
> Wheredo | go to payan invoice?

> How do | grant access tathe website for ane of my new employees?

‘ Load Mare.

i October 13
Retirement Introduces Introducing ‘Caroline’s Corner’ 2021 Virtual HSA Review
Relationship Management @
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Mural Whiteboard

© ~  SKETCH

For details, check out thesprintbook.com/remote

DECIDE PROTOTYPE

==

r
e

<~ DESIGN SPRINT

The sprint gives teams a shortcut to leaming
without building and launching

Communication Center
Effectively communicate important information to Sponsor Admins, C-Suite,
and Advisors to increase market share and improve operational efficiency.

The Prototype Mindset

- You can prototype anything
- Prototypes are disposable.
“~ TEAM - Build just encugh to learn, but not more.
T - The prototype must appear real.
1 Decider ———— - - -
<~ ICE BREAKER Parking Lot
sponsors from
co-creation LT rEE
TR aresource
u v link/section?
calendars
ssee
-
N — N — N Conmys o o
Pfannebecker e o e e e
c riter . . . What do you want to test?
opywritel Wirite a list of questions you want answers to, This will help with user testing
- e - = - 1. Write here
‘What would you add
Are we Providing the to the the Is the cancept of
N o = gypan e o S D right Information? communication Alerts clear to you?
Karen slf"ﬂ"g = = center?
Owner = == -

HARRY A T#E flespee Whenyoucickon  Whenyoucickon  the conceptNews

What's New,whatdo  What's New, what do Article something
you expect to see? you expect to see? you're interested in?

Is the cancept an Is the concept an s the cancept of  cenirel
[r— Events Section Events Section location for al cemmunication
something youwould  something you would m‘*":,"’"'“ S

use? use? :
Communicaton Center

I B Woukd Do the need

| o | e uld you you see the ne

Letest NewS s o5 T

Whats New = - section or ignore it? events?
Fa -
[y

Would you see a need

HollC_Aae for an FAG section?

Searcs avd Findh
Lo Jodig e help "#‘
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