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Allstate case study

Payment History
Problem - Provide more information in the Payment History screen for the customer and for the
CSR (customer service representative).

Solution - Attempt to display back-end data in an expanded view of payment information. Nice
to have: connect payments to policy history information, as one usually affects the other.

Outcome - We were only able to display some data. It was challenging to explain dollar
amounts shown on the screen in a succinct way: policy total, prorated policy amount, prorated
monthly payment amount. We weren’t able to connect policy history data with payment history
data.

Explanation - The major part of the request from the product team was to “provide more
options and details in the payment history screen,” such as when the premium changes due to
policy changes.

We added filtering by transaction type. This was new. Some of the transactions included
payments, refunds, adjustments, policy changes. This led us (the UX team) to make the
recommendation to change the section to “transaction history” instead of “payment history”
since it now included much more than just payments. The product team wanted to check this
decision up the management line.
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Note: prorated amount is in-full
payment.

[should we display the smaller
installment fee here so they don't
have to click the billing sched. to

see?]

O

Wait, I'm a little confused. Do you
mean the pro-rated amount is in the
‘amount' column, which is weird
because all of the other amounts

are full amounts?

| remember Carolyn mentioning she
thought we should remove it and
just have nothing, and Karen
thought it should stay there. That
needs to be hashed out.
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Screen 1

I Yeah, | was trying to
get to the bottom of that in the
meeting, but | don't think my
question was landing well. As |
understood it, the Amount for the
policy change was the full amount,
but full in the sense that it was the
full amount left in the policy time-
frame, so it would be prorated. The
amount shown in the payment
details could be the installment
amount of the payment *based on*

the nrarated full amannt
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The first screen image shows some of the data that was available to include in the details,
including payment status, payment method, premium change. We chose from a list of data
points available from the back end data system. For some of these we implemented tool tips to
explain what each dollar amount represented. The challenge for this part was to explain what
was prorated, what was not, and what was the actual amount due for the next payment. We
attempted this with tooltips. Similarly challenging was that the data program for the policy history
didn’t connect well (at all) with the transaction history data program, so there was no way to
have policy history data display with the transaction history, as a way to explain and connect it

all clearly.
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Policy change details

NEW premium: $1,963.94

-~

revised billing schedule

Returned payment

Payment

Policy change

prior billing schedule
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$267.00
g Scott Sammons
| prefer this wording, so the button
-$267.00 would be updated billing schedule.
This sentence goes before the
$1,158.44 button, yes?

O mmm
Ha ha, yes, | think we moved the
sentence back above the buttons.
Sorry for the confusion. | think we're
going to end up having to test a few

different versions of this.

billing schedule after / that relates to this specific policy change g

schedule for a(n) [revised] monthly payment amount.

1-02-2021 3:24pm 1-02-2021

New business

Screen 2

- Refer to the [updated] billing

$1446.46 Call center dmudf

The second screen image captures a discussion in the comments of another challenge: a
pre-existing separate page that showed a billing schedule for upcoming months, including an
option for “prior billing schedule.” Ultimately, we deemed this page and information no longer
useful, and most likely very confusing to a customer, as it would require too much explaining.
For instance, the billing schedule would change with each policy adjustment, so the current prior
billing schedule would become the older-than-prior billing schedule immediately. And, if we were
adding more transactions to the payment history page (beyond just payments) then the billing

schedule would become obsolete.

Unfortunately, my contract ended for budgetary reasons as we were wrapping up this work. It
was delivered and | was able to view it upon returning to work there. Below are the finished live

screens.
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Transaction history

View your past payments, policy changes and other details.
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< Activity

Policy change

Refund

Returned payment

Payment

Policy change

Payment

View your past payments, policy changes and other details.

Amount

$132.00

-$74.00

$113.50

-$113.50

$67.00

-$113.50

Balance

SXXX.XX

$XXXXX
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Date range
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MM/DD/YYYY format
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Transaction details

Amount: @
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Issued on:
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< Activity Amount
Policy change $132.00
Refund -$74.00
Returned payment $113.50
Payment -$113.50

Payment method: @
ACH 4321

Policy change $67.00

Payment -$113.50
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Balance

SXXXXX

FXXX.XX
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SXXXXX

Refund reason:

Reason (code)
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