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Part of the purpose of this survey was to 
solicit volunteers for user interviews. But the 
other purpose was to get a high-level view 
on some basic analytic questions. There 
were 70 responses in total, which, while a 
fairly small sample size, is better than no 
data. So while these slides should be taken 
with a grain of salt, they do raise some 
interesting points. 





According to the client interview with 
Clinton, these are fairly consistent with the 
ages of actual users – essentially that they 
need to be of an age to have something to 
insure. It’s possible that this is a little 
younger than T&T clientele but somewhat 
close.  





These results are heavily female, which is 
often the case with online surveys. 
According to Clinton, there hasn’t been a 
specific male/female imbalance with actual 
customers, meaning that these results may 
be slightly skewed. 





Since most respondents found their way to 
the survey via social media and email, it was 
expected that most would be middle class 
and white. Sadly, our Spanish language 
survey didn’t get traction but it will be 
important to keep in mind minority and 
non-English-speaking users when designing 
the site. 





This is a fairly even distribution, although 
T&T’s existing clientele might be a little 
more weighted toward the lower end of the 
spectrum. While there’s business to be done 
there, one of the stated business goals was 
to get bigger cases, which means appealing 
to more affluent users. 





Obviously, the users we’re trying to capture 
are in the market for finding an attorney. But 
insights from users that have not previously 
hired a lawyer are important as well, as we 
can assume that many clients approaching 
T&T have never had a reason to hire an 
attorney before. 





This response is somewhat surprising and is 
out of line with industry research. What it 
points to is that many users are asking 
f r i e n d s , f a m i l y , a n d p a r e n t s f o r 
recommendations, which indicates the 
effectiveness of testimonials and social 
channels. The following slide was compiled 
by Pew Research and The Research 
Intelligence Group, showing the emerging 
efficacy of the internet as a tool for reaching 
consumers in need of representation. 







This indicates that users responding are 
mostly to very literate online. It’s reasonable 
to assume that users that are online more 
hours a day would be more likely to turn to 
the internet when in need of an attorney. 





This result is fascinating as more than 30% of 
respondents only looked at a single lawyer. 
However, most users (61.5%) did do a small 
amount of shopping around. This would 
indicate the importance of competitive 
comparison with sites for firms in a similar 
field. 





This result is even more compelling. 62.3% of 
all respondents only talked on the phone or 
in person with a single lawyer. The 
remaining respondents only spoke to a 2-4 
attorneys. This means that converting that 
initial contact and conversation should lead 
directly to an increase in business for T&T. 





This shows the degree to which this 
surveyed population is out of step with the 
actual T&T clientele. It is reasonable to 
assume that nearly 100% of users (not 
including public adjusters) will have had a 
dispute with an insurance company. This 
also doesn’t include edge cases that are 
outside of T&T’s wheelhouse but might be 
picked up under certain circumstances.  





This slide shows that a majority of 
respondents have been with their insurance 
companies for a fairly or very long time. This 
would indicate that a dispute would come 
as a shock, as there would be an existing 
relationship and the expectation of trust. 



For	the	19	respondents	that	had	tried	to	recover	
disputed	 funds	 from	 an	 insurance	 company,	
their	total	claims	were	approximately	$272,600.	
The	 average	 claim	 was	 $12,019.	 On	 average,	
respondents	pay	$228	a	month	for	insurance.		





This response seems surprising. My 
expectation was that trust would be skewed 
against trusting companies, especially 
considering that the responses in the user 
interviews were almost universally negative. 
When reading this, it’s important to 
remember that 58.6% of these respondents 
have never had a disputed claim with an 
insurance company. 





Similarly, these responses are skewed 
toward trusting insurance companies but, 
while remembering that well over half of 
these respondents have never had a 
disputed claim, there’s an underlying 
skepticism of the industry indicated. 



User	Interviews	

Ten users were interviewed in-depth, 
looking primarily for qualitative data. 
Interviews generally lasted between 15 and 
20 minutes and were conducted by phone. 
Those responses were broken down into 
small tags of compelling phrases, insights, 
opinions, and key words. 
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Unsorted	user	interview	responses	



These response tags were then sorted into 
groups to search for themes. Each group 
needed to contain responses from at least 
three different interviewees and couldn’t 
contain too many or too few responses in 
any group – indicating too diffuse or too 
specific a theme. Each group was then 
assigned a first person quotation that 
described the sentiment of that group. This 
is called an affinity diagram. 



Sorted	User	Interview	Responses	



First	Person	User	Statements	
“I	am	very	upset.”	
		
“I	am	in	a	state	of	trauma	and	crisis.”		
		
“I	believe	my	insurance	company	is	being	purposefully	
difficult.”		
		
“I	believe	unfla;ering	stereotypes	about	bad	lawyers	
are	o=en	true.”		
		
“I	am	worried	about	how	much	of	my	own	?me	this	
process	will	consume.”	
		
“I	trust	the	opinions	of	others	–	my	friends,	family,	and	
parents	–	when	making	this	decision.”		
		
“I	believe	the	system	is	rigged	in	favor	of	insurance	
companies.”		
		
“I	am	in?midated	by	complexity.”		
		
“I	am	looking	for	someone	who	can	get	the	job	done.”		
		
	

“I	am	in	need	of	someone	smart	who	will	not	make	me	
feel	dumb.”		
		
“I	am	aware	how	li;le	I	know	about	this	subject.”		
		
“I	need	to	learn	more	about	my	situa?on.”		
		
“I	want	to	know	how	good	my	chances	are.”		
		
“I	am	feeling	overwhelmed.”		
		
“I	need	this	experience	to	be	plain	and	unambiguous.”		
		
“I	am	pursuing	this	ac?on	for	more	than	just	money.”		
		
“I	am	concerned	about	how	much	?me	it	will	take	to	
resolve	this	problem.”		
		
“I	am	worried	about	how	much	I	will	have	to	pay.”		
		
“I	need	to	trust	the	person	I	am	working	with.”		
	
“I	am	confused	by	legal	jargon.”		



