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BENESHOP
A healthcare e-commerce business that aggregates merchants 
to provide consumers with the best price available on eligible 
products under an FSA or H.S.A. Consumers can find product 

comparisons across Amazon, Walgreens, CVS, and more. 
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Understand the shopping process of shopping 
for contact lenses.

Determine if beneshop can help you find the 
best quality and best price on products.

Shop for eligible over-the-counter supplies to 
understand the shopping behaviors when 
shopping for smaller amount items with varying 
prices across vendors.

Understand the behavior patterns for finding if 
an expense is eligible.   0 4  

RESEARCH GOALS



TARGET PARTICIPANTS & METHODS
I was able to leverage a large network of employees who understand the concept of 

beneshop. In a weekly internal newsletter, I included an article about the study and a link 
to the screener.

6 OUT OF 10
Re m ot e , Mod e ra t e d  

Us e r In t e rvie ws

* Pilots of the study were very 
helpful in understanding the flow 
and tweaking the guide.  
• Separate Moderator Guide & 

Notes document. 
• The interviews went well (easy 

part); rewatching at 2X the rate 
was helpful, but documenting 
was time consuming.

Key Takeaways
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RESEARCH METHODS
TASK 
Shop for contact lenses and find the best price available, but first, 
determine if contact lenses are eligible. 

TASK
Shop for a humidifier and determine if beneshop can help you find 
the best quality and best price. 

TASK
Shop for eligible over-the-counter supplies to stock your 
medicine cabinet: lotion, band-aids, and cold medicine. 

• Most people find reviews 
helpful. 

• Most people shop for items 
with well-known brand.  

• People want “easy” and rely on 
filters and sorting functions.

• Low price always wins, but out 
of all the interviews, most 
people were unable to find the 
cheapest price. 

Key Takeaways



PRE & POST TASK QUESTIONS 

• Pre & Post Questions 
–Started by asking a few getting to know you questions.  
–Asked browser, computer set-up, and whether they’ve shopped with 

beneshop before. 
–Have they shopped for the items before.  
–Clarify if they’ve completed the eligibility check.  



RESEARCH OUTCOMES
MEASURES TASK I TASK II TASK III

AVG TIME ON TASK 8 mins 13 seconds 5 mins 26 seconds 6 mins 6 seconds 

TASK COMPLETION 
RATE 

80% 80% 80%

ERROR RATE 0.375 0.3 0.6

NET PROMOTER SCORE 20% 



Eligibility Expense Checker

The eligibility expense checker page 
was very confusing to the user and 
often struggled to find the item on 
the page to check whether the item 
was eligible. Most users found the 
item was eligible on the product 
page. This page could be simplified 
to make it easier for the participant to 
get the information

“I jus t  a s s um e  t ha t  e ve ryt h ing on  t h is  we b s it e  is  e ligib le .  I wa s n’t  a b le  t o  find  if it  wa s  e ligib le .” 

Se ve rity: 3 - Minor



Comparison Shopping 

The ability to compare products by 
clicking on an icon on the product card 
was difficult for most users to find and 
navigate. Once on the comparison page, 
the information could have been more 
helpful and obvious to compare 
products. The icon to compare products 
was not intuitive for the user to select 
and compare products. 

“This  is  a  n ic e  fe a t ure , b u t  I s t ill d on’t  ha ve  a  p ric e  c om p a ris on  in  t e rm s  of ra nge .”
“I d on’t  und e rs t a nd , wha t ’s  t he  c om p a ris on?”

“This  s t ill is n’t  s howing m e  t he  b e s t  d e a l whe re  ot he r s hop p ing s it e s  will le t  m e  know if 
t he re ’s  fre e  s h ip p ing or p roc e s s ing fe e s .” 

 

Se ve rity: 3 - Minor



Search & Navigation

When typing into the search bar, users are 
presented with prompts based on what is typed 
and lists show duplicate terms or are too long  

Filters, Sort by, Pagination, and Number of 
Products were heavily used by the users and all 
users experienced some type of error when 
interacting with them. It left them confused as to 
how to compare, sort, and find the product. . 

“I would  e xp e c t  t h is  t o  only b ring up  it e m s  in  t h is  ra nge .” 
“The  p ric e  c he c ke r is  not  working a s  I’d  e xp e c t  it  t o .” 

“Tha t ’s  q uit e  a  p ric e  ra nge .”

Se ve rity: 4 - Ma jor



DESIGN CONSIDERATIONS



DESIGN CONSIDERATIONS



DESIGN CONSIDERATIONS

Users want visuals … I might 
recommend this be designed 
as cards and labels vs. a long 
list of just labels.   

Key Takeaways



DESIGN CONSIDERATIONS



DESIGN CONSIDERATIONS



THANK YOU
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