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Executive Summary

A great opportunity emerged to make updates to both, design and technology to the Sponsor Center
(SC); Because of resource constraints and having to cater to the legacy platform in addition to
developing the SC in a new Angular platform, a quick homepage had to be implemented that acts more
like a navigation rather than a useful actionable information page. The home page redesign project had
gone through design workshops that produced two different designs, where the battle tested design saw
further iterations that produced three additional designs to test with. However, a risk defined by the
design sprint team of M&A activity was realized. Therefore, the project has been halted where a restart

Is possible should Prudential’s acquiring company, Empower Retirement, see value in it.
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Challenge

The home page works as a navigational
page and lacks information customers
need to get a snapshot on how well their

plans are doing.

DISCOVER

Current Home pages:

Single-plans—

Multi-plans
J p

(@ Prudential sponsor Center

Cross-Plan Summary

ey,
Z

%
$14,7§2,846,T§9.9; @

2

$28,622.13
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Scope + Constraints DISCOVER

@ Scope > @< constraints

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

% Metrics that can filter down to macro levels % Funding

% Navigation to match pru.com % Staffing

% Goal Setting

X4

FAQ’s section

X4

To Do’s that are assignable to others
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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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CREATE

Process & Timeline

mmmmmmmmmmmmmmmmmmm
nnnnnnnnnnnnnnnnnnnnnnnnnnn

- — F% ot
Design Competition Ul Enhanced #1 Ul Enhanced #3
February 2021 June 2021 August 2021
O @ e o o
December 2020 March 2021 July 2021
Design Sprint User Testing & Analysis Ul Enhanced #2

N I3
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Process: Remote Design Sprint

Sketches & Votes

Long Term
Kickoff Goal Lightening Concept
Call Defined Demos Voting Prototyping
Interview Mapping Sketching / Storyboard
Experts Crazy 8’s
.« inight we save e
the need for direct Joove|
money for plans and et - ] =
site show that on the site client reps — —x -
[t >
Al = =i New Home Page

HMW make the site How might we display \
V cater content responsive, comparisons with M EE A Bank of America |

pending on the
users role

matching contributions

especially payroll and participant retirement

sent to clients - T — =y =
functionality readiness —

S Prototype from
——— 5 [= e Design Sprint

HMW Implem~ - o

wrovide quick
HMW Implement
~atered HMW get off of old Bookmlwrkln assistant -
~ed In B2B © 9 the user
capabilities
COGNITIVE BIAS CHEAT SHeET R
@ Pyramid BECALSE THINKING 'S HARD

‘*‘ Prudential Customer & Design Team 1 20

W show ~ - - stomer ign 2
‘lpw 1

December 2021
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The Chief Product Owner saw an opportunity in getting multiple new

home page designed by engaging the program increment planning

teams with a Design Competition
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Process: Design Competition

* Program Increment Planning: 12 Scrum
Teams = 12 different designs of the
home page or sections of It

* Winning Design: Chief Product Owner
Chose design for A/B Testing

February 2021

@ Prudential Sponsor Center Q Search

Payrollv. Reports

Service Center

CREATE

& Alerts & Hi, M

ino v

Participant Inquiry

(@ /BC EmPployer Name Reirement Plan (123456) DC v

Subplans v

$1,856,457,089.02

Plan Balance
a3 of 0210420000

Plan Health 360

70

2

Your Rock Solid Seore e

On Track to Replace Retirer

80%

2 0f 0112000

Participation Rate

76% T,

Prudential Average: 84%
2200173112000

Sponsor Center Users

‘E John Consigl

ment Income

-
@ Kerensspring L
@ usavccartny »
Recent Activity

Transaction Particpant  Plans

Transaction Type Date

Contribution 027211200

Hardship 021121200

Termination 02/11/200

The folloy

g links open a new wi
Terms &Conditions | Privacy Center

jindow:

Online Privacy Statement

Key Insights

[Py ———

Average Income Replacement

45% ..
.

2ot 01217200

uersge Avers
Non-RIC  with

Average Contribution Rate

Prudential Average: 6%
20 01217200

Investments

usraes ceame ot e

72%

-
Ric

501 02104200

Reduce Cost

Document Repository

Compliance

Plan Permissions v

®(TakeaTour & Customize Your Dashboard

$44,089.02

Average Loan Balances.
a3 of 02104120000

Notifications
PayrollFile Pending (12)
Hardship Withdrawal (22)
Participant Transactions 2
Financial Wellness Models (&
Item Five (17
tem Six (22)
Service Center Request (65
+ Response Required (5)
+ Open @)
* In Progress (33
Reports 5)
+ Expiring Soon @)

- Actions Required &)

For Team
(] Remove Sponsor Center User

Upload Payroll File

Prospective or Retrespective Auto

Enrollment

eEnrollment material

ToDo's

For me

I need to go to the bank today

Add Plan Representative
Goals
Users Activities

Value v
$234599
$1,789.24
NA

Get Started

Defined Contribution Ontimiztion

Transaction Execution Disclaimer

Accessibllity Help
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Process: A/B User Testing

Target Responders
U.S. based individuals between the ages of 30 — 65 where most have an annual

income of $100k+, 72% hold executive job roles, and 28% are individual
contributors with decision-making capabilities.
Stimuli Tested

A. NewHub * B. PruHub

March 2021

Results

«» PruHub won in every category.

+» When asking respondents for

which of the two they preferred
PruHub only scored 6% higher
than NewHub. This prompted
several enhancements to the
winning design in hopes to
widen that gap.
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Enhanced Designs REFINE

Enhancement of original, each by different designers

Original tested design

#3

Prudential Sponsor Center
{ Cigna Retirement Plan (123456) DC Chusee e
Gana. (Subplan ame

O O

o Whats New 3 Customize Your Dashbioard S Catar Patispast gy [ — Campilares P Parm s

Repon ceConsr  Partiipant Inquiry

Plan Balance Avg. Account Balance Avg. Loan Balance

ABC Emplayer Nome Retirement Plan (123456) DC
- $1.868 $57,089 $44,023 Notfcations

ABC Emplayer Name Refirement Plan {12345} 08 - %ponmr Center
Subpians v payrol fle pencing (12

74

* Gaogle Rotirement Plan (123456) o

$44,089.02 > subpians &

$1,856,457,089.02 $57,089.02

$1,856,457,089.02 $57,089.02

Plan Health 360 . iflcations el e nem o
- et Plan Balance & Average Account Balance o Average Loan Balance & Rock Solid Score SRS et
e pening o F— Matkcstons 51,856,457,089.02 $57,127.34 $44,422.37 “ Repors
70 » e s o 4 ‘
_ 84 ey Insights. Payell Fle Pencing Your Rock Solid Score measures the overall health of your plan on a scale of 1 to 100 based on several key factors that lay the
Dol - iy Uil Plan Haalth 360 o oo vt . faundaton ot g e i securty

10: e
- 84

5041 012 534 4 110 10, B0

Panticgant Transactisns

- 84%

. o - ot
- N [ozmemsmes | e e

Todo
Next steps to Improve your plans health

Goto bank

Add plan representative

ARk ) i B e aot i Partcipation Rate Avg. Contibution Rate On Track to Replace Retirement Remove sponsor center user

)
-—
~ Service Conter Request v N A o scomwm ey e
“. o “ Tk -‘,—M— Besponss Required S b b ndcary @ PO

Upload payrol ile

85.2%

0% 69%

+Add em
- open )
0n Trach o Replace Retirement Income Average Income Replacement I frogress - = i i
] = B Rcenty Vistnd
80% 45% - Replacing Retirament Incame & avarage Income Aeplacement o Participation Rato o Document Repositry
stk =i - bkl 4% 7% > 1 of 5 Goals Achieved !
- Jp— Sponsor Center Access
. S - Reduce ¢
§ FEE 72% FERRFERERERE R —
Readitore hesdbore o AR e
° ° Wi 18% R P———————————
L R ' FEFEFREER TR TR . . B :
Spanser Conter Users Tabes Participation Rate Average Income Replacement PRFERRRR R PR E R FRRFRRERRRR TR E-anvoliment materal | Gecsared
. ol . o " ot s it st [
. 3 1 neec 1o g0 0 he bank ocky + e paias
@ - : 76% 2 H
Ak Plan i o W03 P2EEOK H
H Sponsor Center Users o Tabow Goals ® Motk
i J—. st ar
. pesitore & B — At ecaation | G
[—— Ve o o
| [ P
Spansar Center Users Ta bo's P b s st Restructure Programs
[—
— wa B e [ —
[ @ me forTeam s " @ Gosl Achievedt
@ orene s o2} I noed a ga to the bk taday Aemave Sparor
okl Pt Bopeesmration Upload P See all goals
@ ooy =}
Recent Activty [I—
Transact Participant Plans Users Activities Recent Activity
ansaction rticipant ans Users ctvite: .
TransactionType Date Valae P —— Loren psumdoor it amet,consecttr i

At Enrciment
Carsrbution 5234509 + sErvollment matesial Duis aute irure dolo i reprehenderit in soluatate el esse cillum

Hardship 178920

4 Defned Contribuban
Cptimuation

Terminatan w2rinm A Lorem ipsum door it ame, consectetur ad 01105 ¢

June - August 2021
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Outcomes

Learnings

% To Do’s, Notifications, and Goals are important features that should
be easily accessible from the homepage

s Search and Page Customization features are not largely used i ‘ ‘ *

Next Steps

M&A activity, identified as a risk during the Design Sprint sessions, has

been realized with Empower Retirement acquisition of Prudential
Retirement. The project is now paused but readily available should

Empower like to proceed with it.
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Appendix



Team: Design Sprinters

MONDAY

TUESDAY WEDNESDAY <THURsDAY FRIDAY

O
F[EDT
Additional Designers tasked

with improving the tested and

winning design:

Adrian Blandori
Daniel Brun

Christian Melendez
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Process: Design Thinking Applied

» Focus Groups (Co-creation)
* Online Survey (Medallia)

Long term Goals
Business Requirements
Risks

Measures of Success
Minimal Viable Products

|deate

Story board
Customer Journey
Lightening Demo’s
Sketching
Wireframing

Proto-

type

Hi-fidelity mock-ups with
some interaction

* Quantitative Testing using
UserZoom

* Test Analysis

* Reporting of Analysis with
product team
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@ Prudential Sponsor Center Q search & Alerts & Hi, Maximino v

Payrollv Reports Service Center Participant Inquiry Investments Document Repository Compliance Plan Permissions v

- ABC Employer Name Retirement Plan (123456) DC v
e W 0 m e a g e o

$1,856,457,089.02 $57,089.02 $44,089.02

Average Account Balance Average Loan Balances

®TakeaTour & Customize Your Dashboard

as of 02/04/20%¢ as of 02/04/20%% a5 of 02/04/20%0

Plan Health 360 s your core mean? Notifications

Payroll File Pending (12)

70 Hardship Withdrawal (22)
v
2

= = - o u e sts Participant Transactions (2}
Financial Wellness Models @
Your Rock Solid Score d

Item Six (22)

On Track to Replace Retirement Income Average Income Replacement Service Center Request (65

from Design

18% * In Progress (33)
as of 01/31/20XX as of 01/31/20XX

Average  Average
Non-RIC  with RIC

u |
* Expiring Soon (2)
0 m p e I I 0 n * Actions Required (3)

Participation Rate Average Contribution Rate

76% T 4%

Prudential Average: 84% Prudential Average: 6%
as of 01/31/20XX as of 01/31/20XX

Reports (5)

Othel’ VerSIOI’]S Sponsor Center Users ToDo's
G& John Consigli For me For Team
H REFINE —
Enhanced DeSIgnS Q Karen B Spring I need to go to the bank today [] Remove Sponsor Center User
(] AddPlan Re | IF
Enhancement of original, each by different designers ‘A [J Add Plan Representative Upload Payroll File
: % LisaMcCarthy
W Original tested design P Py =
= ~ - 74 L
Recent Activity Goals
O JF R 7 —— as of 02/04/200¢
i Transaction Participant Plans Users Activities

Reduce Cost

§ B Transaction Type Date Value & Prospective or Retrespective Auto

Contribution 02/21/20XK $2,345.99 Enroliment

Hardship 02/12/20%X $1,789.24 enrollment material Get Started

Termination 02/11/20XX N/A Nefined Contribution Ontimiztion

June - August 2021

The following links open a new window:
Terms & Conditions | Privacy Center | Online Privacy Statement | Transaction Execution Disclaimer | Accessibility Help
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New Home Page

Enhanced # 1

Other Versions

Enhanced Designs REFINE

Enhancement of original, each by different designers

W Original tested design

£1 #2
[r—

June - August 2021

M Prudential

W Whats New £} Customize Your Dashboard

ABC Employer Name Retirement Plan {12345) OC ~
Subplans w

$1,856,457,089.02 $57,089.02

$44,089.02

Plan Health 360

ey Insights

?“1« v
2

Your Rock Solid Score

"N T Bev T T WP

Notifications

payrall File Pending

Hardship Withdrawal 2.

Participant Transactions

Financial Wellness Models

ttem Five

ttem Six

Service Center Request
Response Required

Open

On Track to Replace Retirement Income Average Income Replacement
45%

Read More & Read Mare &

In Frogress
Reports
Expiring Soon (2

Actions Aequired

PFarticipation Rate Average Income Replacement

}5% ) 4%

Read More & Read Mare &

Sponsor Center Users To Do's

Q sahin Consigh F
m Karen B Saring I need to go to the bank today

el Flan Representatie
P i sctarny

For Team

fiemove Sparsor Center User

M Upiaad Payroll File

Recent Activity
Transaction
Transaction Type

Carribution D221 /2088 $2,345.99
Hardship 02A12/200% $1,785.24

Termination 0120000 i

Goals a oroians

Reduce Cost

+ Prospective or Retrospective
At Enrcliment

=+ eEnroliment material

Defined Contributian
Optimization
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Sponsor Cent

New Home Page

» Subplans &

Plan Balance o .‘.\‘El’ﬂsl! Account Balance o .ﬂ.\'r:ragn! Loan Balanco @
51,856,457,089.02 557, $44,422.37

& of DG 22 2 = alis,

Plan Health 360 o Yo kock 50k Soone mesanounes e oversll heaki ol HNatifications o
O P on @ Sk of 8 i 100, b on
FaaChon's hal by 10t of
sy e
Key Insights

sevorags Erriskoyes s g ra a1 L B

e i gusearmss inreTe apin ke

B care e rice Conter Aegue:
LIV [ 7 escamaion M
n a n c e Iy Iy B en B of eliganks orp nyees * Reparis @

Replacing Retirement Incoma o Average Income Replacement o Participation Rate &
4584
ot o
R E R R R TR
18% TR FEERER R R R

Axerage Hon -

Moee Dataln )

Sponsor Center Users o ToDow Goals o
. Treneaciic v For jahe M. Sruith Aduce Cost
Other Versions B o
Trangaction Typs e o, i ProspECIe At Ervoie
(] REFINE
Enhanced Designs i
Enhancement of original, each by different designers
W Original tested design " P =
- - - 74
D o 2 ar L Transaction Exsoutisn ] sibilicy Help
Az i
-0 - - - T n: s this materal b
a i S

June - August 2021

M Prudential
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New Home Page

This iIs the latest
version of the
home page
redesign

Other Versions

Enhanced Designs REFINE

W Original tested design

June - August 2021

Enhancement of original, each by different designers

£1 #2
[r—

M Prudential

Cigna Retirement Plan (123456) DC (i

Cigna  (Subplan Name)

Plan Balance
$1.868

/4

Rock Solid Score

Avg. Account Balance Avg. Loan Balance
$57,089 $44,023

Industry Avg: 84

Your Rock Solid Score measures the overall heaith of your plan on a scale of 1 to 100 based on several key factors that lay the

foundation for long:-term financial security.

Next steps to Improve your plan’s health

Participation Rate

85.2%

Avg. Contribution Rate On Track to Replace Retirement

4.0% 69%

1 of 5 Goals Achieved

Reduce Cost

Prospective of retrospective auto-enroliment

E-enroliment material Get started

Get started

Consolidate services with Prudential | Getstarted

Manage Risk

Auto escalation | Geestarted

Restructure Programs

Notifications

payroll file pending
Hardship withdrawal (22
Participant transactions
Financial wellness models
Service center requests
Reports

See all

To-do
Go to bank
Add plan representative
Remove sponsor center user
Upload payroll file

+ Add item

Recently Visited
Document Repository
T

Sponsor Center Access

@ Goal Achieved!

see all goals

Recent Activity

Lorem ipsum dolor sit amet, consectetur
Duis aute irure dolor in reprehenderit in yo

ipsum dolor sit amet, consectetur

elit esse cillum
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ABC Employer Name Retirement Plan (123456) DC

Home/Dashhoard . 02/04/200% —» EdiManage Dashboard Natifications

Payroli File Pending @

Upcoming Events Hardship withdrawal €8

$1,856,457,089.02 $57,089.02 $44,089.02
ew 0 m e a g e ! o {Banee n Bala Event 1 Participant Transactions @)

Subplans Service Center Requests @)

@ Event 2 Reports @

F Iy Visited
Plan Health 360 : 9 Event 3 requently Visites
Gaing Well e -

Dacument Repasitory
Investments
Event 4
9 A Sponsor Center Access

Last Visited

Needs Improvement

Document Repasitory

Your Plan (70%) Industry Average (84%) > Next Steps to Improve Your Plan's Health Sponsor Center Users

John Consigli Helpful Articles

5 Woys to Help Employees Save
: 3% 1 o0s5% on Tracke i . Karen B. Spring
Retiremen 2022 Regulation Change:
I" " I'e I" Income
y m 0% $57,088.02 . Lisa McCarthy Retirement Advice for
Empty-Nesters

Average
Income > Other Articles

| ™ .
D e s I n S r I nt feammes fepeemet Prudential Team/Support
Joan McAdams

Goals

. Timothy Lu
| Reduce cost Reduce Cost - Strategic Goals t Manager

Manage Risk ' . Laura Watkins

Restructure Programs
Optimize Partnerships

Improve Emplayee

Engagement Suggestions

Leverage Fiduciary Support Toals

Provide Additional Support
to Employees

Attract and Retain Employees —» Find Out More

Recent Activity
| Transaction Transaction Type

Participant

Add New
Dashboard Element

Plans
Users
» See Mare

Activities

Prudential
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