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The ultimate objective of a 
mobile users is to complete 
their task (where ever they are) 
efficiently and effortlessly.

It important to think of new users like them could be going on a 

date with your site. Guide them through a graceful, intuitive, and 

delightful get-to-know-you process by providing simple sign posts, 

'next step' instructions to where they want to go.



What's the the USP?
Following a thorough and well-documented Discovery phase involving in-depth web site analytics, key milestones 
were set in place by several stakeholders. This involved the direction for both Personal and Business private 
medial insurance (PMI) customer journeys and a focus on the companies USP, it's case studies.

Home

Key issues
The two prominent 
stakeholders, business 
and personal lead this 
home page from the front. 
Irrelevant functionality is 
disabled so that the user is 
guided by just a handful of 
clearly labelled potential 
actions, one of which is the 
companies USP; their Case 
Studies.

Fresh content
Fresh content is delivered 
via the companies twitter 
feed. More and more this 
form of brand association, 
i.e. directly with the user 
and directly with a trusted 
reliable knowledge center, 
is becoming best practice 
for home page inclusion.
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Valuable and engaging
Simple navigation is already at work here, making your user fall in love with your design first, and then asking 
for more information is an important lesson. Sites should be valuable and engaging to new users before 
they are committed to sign up or impart with any personal information.

Personal / Health Insurance

Predetermined user 
flow 
Reading top to bottom, 
if a customer is informed 
they can 'Get Diagnosed' 
as quickly as possible, 
then the action button to 
'Get Diagnosed' follows 
immediately after. This is 
both logical and provides 
a good UX
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Share the love
Everyone appreciates an intuitive interface, one that anticipates the user’s next step. Therefore once 
interesting or relevant content has been absorbed, there is an option to share that content after.

Personal / Health Care

Get the job done
Intelligent database man-
agement generate 'Relat-
ed Content' tap through 
after all, it must cater to 
people who don’t care 
what the technology can 
do, just that it can get 
their job done.
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Footer 

Progressive disclosure
Here progressive disclosure allows limited download for three main sections. The same 'reading then 
action' UX is adopted for these sections which is ideal for mobile. Sign posts at the end of the sections offer 
the facility to 'Call Us', to 'Share' or to navigate back to 'Top' or back to 'Home'. This reduces the barrier 
to entry and is still rare enough to make a user sit up and take notice.

Business / All Products
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What the heck!
Mobile widgets provide an easy 'tap-tap-tap' solution, especially for the fat-finger brigade! An unfamiliar interface 
equals a general feeling of 'what the heck do I do next?' but jump menus and questions relating exactly to 
themselves are an effective 'On boarding' technique and helps user overcome the cold-start problem.

Business / Get Product Guidance

On boarding
For example, 
when Twitter’s 
exemplary on-
boarding teaches 
new users how to 
use the service, 
it also asks about 
their interests 
and immediately 
uses this infor-
mation to curate 
and personalise 
the experience. 
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Product Details
Contrast and legibility rule the roost, especially in the mobile space. Throughput this site all font size is 
consistent, in fact I have only used one size throughout. You will notice variation only exist dependent on case 
sensitivity, weight and colour.

Business / Product Detail

Character per line.
As a general rule of 
thumb, design for ap-
prox 45-75 characters 
per line. An ideal has 
not been found yet 
(or at least not agreed 
on!) so this figure, set 
to the correct line 
spacing or leading is 
preferred.
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Product Details
Contrast and legibility rule the roost, especially in the mobile space. Throughput this site all font size is 
consistent, in fact I have only used one size throughout. You will notice variation only exist dependent on case 
sensitivity, weight and colour.

Business Health

Contrast
Too much contrast can 
be difficult for dyslex-
ic readers to view, so 
black is set to #333333 
to make reading 
more pleasant. This 
conforms to WCAG 2 
guidelines.

CASE STUDY

© spindlelegs | +44 (0) 7971 708027



Header Treatment
Acting again. as a sign post. These graphical devices provide a brief description for the page they head. This 
familiar method is used consistently across the site.

Case study

Forms on mobile
According to the ISO 9241-
11 standard model, usability 
consists of three elements 

• Satisfaction 

• Effectiveness

• Efficiency 
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When and why your users use your form on mobile devices
Efficiency becomes an important aspect. The longer it takes for users to fill in a mobile form, there is a higher 
possibility that failures or errors could happen, for instance, drop of connection. In addition, there might be 
costs involved for mobile data. How fast a user can accomplish their tasks is crucial on mobiles

Call back form

Forms on mobile
The mobile form is designed as a simpli-
fied version of the desktop Web form 
without distractions, adverts, promotions 
or images. 

Primary uses is paramount so best prac-
tice dictates the removal of tips, de-
scriptions and links such as ‘Learn more’ 
or ‘What is this’. It helps to reduce visual 
clutter and simplify users’ experience. 
Being ruthless and omitting elements 
which do not carry important functions is 
key.
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No mobile view

Show concern
Even the mighty BBC 
have to have this page. 
On the surface it looks 
like a signal for failure 
but what you're really 
saying is 'here is a little 
notice that the non mo-
bile version of the page 
is not ideal… sorry'
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Conclusion
• Design and create a 'best-in-

class' mobile web site
• Valuable and engaging
• Adapt 'on boarding' 

techniques and helps user 
overcome the cold-start 
problem

• One size font throughout
• Accomplishing tasks as 

quickly as possible
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