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Teamwork makes 
the dream work.

John Maxwell

Photo by James 
Padolsey on Unsplash





Familiarisation Interviews

Document 
user-testing

WriteMark 
assessment







What they wanted

A product disclosure document that:
● is inclusive, instructive, and practical
● is easy to understand 
● has summaries, diagrams, and pictures to explain 

what’s covered
● has clear intent and legal rigour 



So that…

● customers understand their cover and can claim easily
● the claims division can make clear decisions
● the insurer keeps existing and attracts new customers
● the insurer gains a reputation for policies that are crystal 

clear
● the legal team feels comfortable that disputes won’t arise























































What user-testing looks like at Write
Participant
• Matches demographic
• ‘Thinks aloud’
• Understands the context
• Gets compensated for their 

time

Note taker
• Takes comprehensive 

notes
• Says nothing
• Sits further away

Tester
• Uses ‘think aloud’ 

protocol
• Reads from a script
• Is warm and friendly
• Explains context 
• Asks carefully 

designed questions 
to prompt if needed



















‘Write made it easy. 

Customers now have a quality PDS that’s easy 
to read and understand. 

Our consultants love it because they can now 
have more informative conversations and deliver 
greater value to our customers.’

https://writemark.co.nz/clarity-is-the-heart-of-the-matter/

https://writemark.co.nz/clarity-is-the-heart-of-the-matter/
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