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Abstract: This article evaluates the human-centric design aspects of Guidewire ClaimCenter across cloud platforms, emphasizing
accessibility, personalization, and workflow efficiency. The assessment incorporates usability testing with claims adjusters and
surveys from both insurance professionals and policyholders, aligning results with established frameworks like ISO 9241 and
Nielsen's usability heuristics. The article demonstrates that intuitive interfaces significantly enhance adoption and satisfaction rates,
strengthening the case for user-driven design in enterprise modernization. In the cloud model, insurers gain agility as platform hosts
provide the scale and responsiveness to meet service-level agreements. This creates greater freedom for insurance businesses while
enabling IT teams to collaborate on meaningful projects that advance organizational missions. The cloud delivery mechanism
eliminates update-related difficulties through subscription-included enhancements that arrive more frequently and remain the

responsibility of the platform provider.
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INTRODUCTION

The insurance industry has undergone substantial
digital transformation in recent years, with claims
management systems at the forefront of this
evolution. As insurers migrate from legacy
systems to cloud-based platforms, the user
experience (UX) of these systems has emerged as
a critical determinant of successful implementation
and adoption. Industry research indicates that
insurance executives increasingly recognize UX as
a strategic priority in system modernization efforts
(Fukuda, J. 2021). Market-leading claims
management solutions exemplify this shift toward
cloud-enabled, user-centric design principles,
reflecting the industry's growing commitment to
human-centered technology.

Traditional claims processing systems often
prioritized functionality over usability, resulting in
complex interfaces that required extensive training
and frequently led to user frustration. Studies have
documented that legacy claims systems typically
demanded significant training hours for new
adjusters, with proficiency challenges persisting
even after completion (NetBramha, 2024). The
shift to cloud-based delivery models has created
new opportunities to reimagine these systems with
human needs at the center of design
considerations. Modern  cloud-based claims
solutions have demonstrated substantial reductions
in training time while achieving improved
proficiency scores (NetBramha, 2024). This
transformation is particularly relevant as the
insurance workforce diversifies in technical
aptitude and as customer expectations increasingly
reflect  experiences  with  consumer-grade
applications.

This paper examines how human-centric design
principles have been applied to claims
management systems in the cloud era, evaluating
their effectiveness across key dimensions of user
experience. The insurance industry  has
traditionally lagged behind other sectors in digital
experience, but research shows that companies
implementing human-centered design approaches
report improvements in adjuster satisfaction scores
and reductions in processing time for standard
claims (Fukuda, J. 2021). The insurance customer
journey contains numerous friction points that can
be addressed through thoughtful UX design, with
claims processing representing a critical moment
of truth in the customer relationship (NetBramha,
2024). By analyzing the intersection of technical
capabilities, user needs, and organizational
requirements, this research contributes to the
understanding of effective UX/UI design in
enterprise insurance systems and offers insights for
future development efforts.

The study is particularly timely as a significant
percentage of insurers are currently planning cloud
migrations of core systems within the near future,
with UX considerations cited as a primary decision
factor by many decision-makers (Fukuda, J. 2021).
Insurance professionals increasingly recognize that
improved user interfaces can reduce cognitive load
for adjusters, allowing them to focus on customer
service rather than system navigation (NetBramha,
2024). This research explores how cloud-based
delivery models enable more responsive, intuitive,
and efficient claims experiences for both internal
users and policyholders.
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LITERATURE REVIEW AND
THEORETICAL FRAMEWORK
Human-Centered Design in Enterprise Systems
Human-centered design has evolved from a niche
consideration to a mainstream requirement in
enterprise software development. The International
Organization for Standardization (ISO) defines
human-centered design in ISO 9241-210 as "an
approach to interactive systems development that
aims to make systems usable and useful by
focusing on the users, their needs and
requirements.”  This standard provides a
framework for evaluating user interfaces based on
effectiveness,  efficiency, and  satisfaction.
Research indicates that organizations
implementing user-centered design approaches
experience significant improvements in system
adoption rates and reductions in training time. The
framework emphasizes iterative design processes,
with studies showing that interfaces undergoing
user-informed revision cycles achieve higher
satisfaction scores than those developed without
user feedback loops (Samsukha, A. 2022).

Nielsen's usability heuristics remain foundational
to UX evaluation, offering ten principles for
interface design that have been validated across
numerous domains. These principles—uvisibility of
system status, match between system and real
world, user control and freedom, consistency and
standards, error prevention, recognition over
recall, flexibility and efficiency, aesthetic and
minimalist design, error recovery, and help
documentation—provide a structured approach to
analyzing claims management interfaces. Research
demonstrates that mobile applications adhering to
these established usability principles show marked
improvements in user engagement metrics and task
completion rates compared to those designed
without such considerations (Samsukha, A. 2022).

Insurance Claims Processing: User Experience
Challenges

Insurance claims processing presents unique UX
challenges due to its complexity, regulatory
requirements, and diverse user base. Research has
identified that claims adjusters often work under
significant time pressure while navigating complex
business rules, creating a high cognitive load.
Studies measuring cognitive workload found that
claims adjusters reported high mental demand
scores when using traditional claims interfaces,
significantly higher than other financial service
roles (Marcin Nowak, 2024). More recent research
highlighted that poor UX in claims systems
contributes to adjuster burnout and errors in claims
handling, with direct implications for customer
satisfaction and business outcomes. Organizations
with improved claims system usability report
lower adjuster turnover rates and fewer claim
processing errors than those with lower-rated
systems (Marcin Nowak, 2024).

Cloud Computing and UX Innovation

The advent of cloud computing has significantly
influenced UX design possibilities in enterprise
systems. Research indicates that cloud platforms
enable more frequent updates and greater
personalization capabilities than traditional on-
premises deployments (Marcin Nowak, 2024).
Analysis of enterprise cloud migrations reveals
that organizations achieve increased UX
improvement iteration frequency after
transitioning to cloud-based delivery models. This
technological shift has created new opportunities
for UX innovation in insurance systems, allowing
for more responsive design iterations based on user
feedback and behavior analytics. Cloud-based
insurance platforms demonstrate improvements in
system response times and increased availability of
personalization options compared to on-premises
alternatives, directly impacting user satisfaction
metrics (Marcin Nowak, 2024). Data from studies
tracking enterprise cloud migrations shows that
organizations leveraging cloud platforms for rapid
UX iterations report higher satisfaction scores than
those maintaining traditional update cycles.

Table 1: Human-Centered Design Metrics for Insurance Systems (Samsukha, A. 2022; Marcin Nowak, 2024)

Design Factor

Impact Measure

User Feedback

Satisfaction Scores

Usability Principles

Task Completion

Cognitive Load

Mental Demand

Cloud Migration

Update Frequency

System Response

User Satisfaction
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Human-Centered Evaluation Framework
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Fig. 1: Human-Centered Evaluation FrameworKk illustrating the methodological approach used in this study
(Roto, V. et al., 2009; Alien, 2024)

METHODOLOGY

Research Design

This study employed a mixed-methods approach to
evaluate the UX/UIl design of Guidewire
ClaimCenter across cloud implementations. As
illustrated in Fig. 1, the research design integrated
guantitative usability metrics with qualitative user
feedback to provide a comprehensive assessment
of the system's human-centric design elements.
This methodological approach aligns with
established research practices in the field of
enterprise system evaluation, where triangulation
of multiple data sources produces more reliable
insights than single-method approaches (Roto, V.
et al, 2009). The mixed-methods design
incorporated both formative and summative
evaluation techniques, allowing for both process
improvement recommendations and outcome
measurements. Research indicates that combining
multiple evaluation methods can identify a
significantly higher percentage of usability issues
than any single method alone, making this
approach particularly wvaluable for complex
enterprise systems (Roto, V. et al., 2009).

Data Collection

Data collection occurred in three phases, following
a sequential explanatory design that allowed
findings from each phase to inform subsequent
research activities, as shown in the middle tier of
Fig. 1. Usability Testing: Structured usability tests
were conducted with 45 claims adjusters across
three  insurance  organizations that had
implemented cloud-based ClaimCenter.
Participants completed standardized task scenarios
while researchers measured completion rates,
time-on-task, error rates, and task difficulty

ratings. Research on sample sizes for usability
testing suggests that this number of participants is
sufficient to identify the majority of interface
issues while balancing resource constraints (Roto,
V. et al., 2009). Test sessions followed the
thinking-aloud protocol to capture cognitive
processes during task execution, with each session
covering common claims processing scenarios of
varying complexity.

User Surveys: Comprehensive surveys were
administered to 120 claims professionals and 250
policyholders who had interacted with the system.
The surveys utilized the System Usability Scale
(SUS) and custom questions focused on specific
interface elements and workflow processes. This
approach provides both standardized measures that
can be benchmarked against industry averages and
targeted insights about specific system features
(Alien, 2024). The survey design incorporated
both quantitative Likert-scale ratings and
gualitative open-text responses to capture the full
spectrum of user experiences.

Expert Evaluation: A panel of five UX specialists
conducted heuristic evaluations of the interface
using Nielsen's usability heuristics and 1SO 9241
criteria, identifying potential usability issues and
design strengths. Research on heuristic evaluation
methods demonstrates that multiple expert
reviewers can efficiently identify significant
usability concerns, particularly when equipped
with domain-specific evaluation criteria (Roto, V.
et al., 2009).

Analysis Framework
The collected data was analyzed against
established human-centered design frameworks,
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represented in the bottom tier of Fig. 1, including
ISO 9241-210 principles, Nielsen's usability
heuristics, and insurance  industry-specific
requirements derived from regulatory guidelines
and industry best practices. This triangulated
approach enabled a comprehensive assessment of
how effectively ClaimCenter's cloud
implementation  supports user needs across
different contexts and use cases. The analysis
incorporated key performance indicators (KPIs)
that connect user experience to business outcomes,
focusing on metrics that demonstrate the
relationship between usability improvements and
operational  efficiency (Alien, 2024). The
framework enabled evaluation of both immediate

usability factors and long-term user satisfaction
elements, creating a holistic view of the system's
effectiveness. By combining standardized usability
metrics  with  industry-specific  performance
indicators, the analysis provided actionable
insights for continuous improvement while
maintaining comparability with broader UX
research (Alien, 2024).

RESULTS

UX/UI Design Evaluation

As illustrated in Fig. 2, the UX/UI evaluation of
the cloud-based claims system focused on four
interconnected domains that collectively impact
business outcomes.

UX/UI Design Evaluation Results

Claims System UX

|

Accessibility

Personalization

Integration

Performance

| Business Impact

Fig. 2: UX/UI Design Evaluation Results showing the relationship between evaluation domains and business
impact (McKinsey & Company, 2024; Bakioglu-Clift. B. S. et al., 2018)

Accessibility and Inclusivity

The evaluation revealed significant improvements
in  accessibility  features in  cloud-based
ClaimCenter  implementations compared to
previous versions. The accessibility domain shown
in Fig. 2 was a critical evaluation component.
Screen reader compatibility achieved substantial
compliance with WCAG 2.1 AA standards,
representing an improvement over industry
averages for enterprise insurance Systems
(McKinsey & Company, 2024). Color contrast
ratios met accessibility requirements in most
interface elements, exceeding the financial
services sector benchmark reported in accessibility
audits. Keyboard navigation support was
comprehensive, though tab order issues were
identified in a small percentage of complex forms,
aligning with common challenges in form-heavy
enterprise  applications.  Language  support
expanded to multiple languages with culturally
appropriate date and currency formatting,
addressing the needs of multinational insurers who
reported localization as a priority in recent industry
surveys (McKinsey & Company, 2024). However,

challenges remained in accommodating users with
motor control limitations, particularly in drag-and-
drop functionality, which lacked adequate
keyboard alternatives in certain  workflow
components.

Personalization and Workflow Efficiency

Cloud-based  delivery  enabled  significant
advancements in personalization capabilities,
positioned centrally in the evaluation framework
as shown in Fig. 2. Configurable dashboards
allowed users to customize their information
displays, with a majority of adjusters reporting
improved workflow efficiency, a metric that
correlates with overall system satisfaction
according to enterprise UX benchmarks (Bakioglu-
Clift. B. S. et al.,, 2018). Role-based interface
adaptations automatically prioritize  relevant
information and controls based on user
responsibilities, reducing screen complexity
compared to one-size-fits-all interfaces. Workflow
memory features remembered user preferences and
previous locations, reducing navigation time,
which translates to significant time savings per
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adjuster based on time-motion studies (Bakioglu-
Clift. B. S. et al., 2018). Mobile responsiveness
scored well in usability tests, enabling effective
field use by adjusters and outperforming the
insurance industry average for enterprise mobile
experiences. Survey results indicated that
personalization features were most valued by
experienced adjusters, while newer users
sometimes reported feeling overwhelmed by
configuration options.

Integration Experience and Information Flow
The cloud platform facilitated improved
integration  experiences across the claims
ecosystem, represented in the integration domain
of Fig. 2. Single sign-on implementation reduced
authentication friction, with a high percentage of
users reporting satisfaction that exceeds the
financial services benchmark for authentication
experiences (McKinsey & Company, 2024).
Cross-system data flows appeared seamless to
many end-users, indicating achievement of the
"invisible integration" design goal outlined in the
project  requirements.  Notification  systems
consolidated alerts from multiple sources into a
unified interface, though some users reported
occasional information overload, particularly
during high-volume claim periods. This challenge
aligns with broader findings about notification
management in enterprise systems (Bakioglu-Clift.
B. S. et al.,, 2018). Search functionality across
integrated systems showed mixed results, with
higher satisfaction for simple queries but lower
ratings for complex searches, highlighting an area
where the unified cloud experience still falls short
of user expectations.

Performance and Satisfaction Metrics

Quantitative measurements revealed meaningful
improvements in user performance metrics that
directly impact business outcomes, flowing
through the performance domain to the business
impact level depicted at the bottom of Fig. 2. Task
completion rates improved compared to pre-cloud
implementations, showing a statistically significant
improvement according to longitudinal
performance data (Bakioglu-Clift. B. S. et al,,
2018). Time-to-proficiency for new adjusters
decreased substantially, representing training cost
savings based on industry standard calculations.
Error rates in complex claims scenarios decreased,
with  particular improvements in coverage
determination and regulatory compliance areas that
historically represented high-risk touchpoints
(McKinsey & Company, 2024). System Usability
Scale scores reached the "good" usability range in

the established benchmarking scale. Perhaps most
significantly, policyholder satisfaction with digital
claims experiences increased following cloud
implementation with the redesigned interface,
suggesting that back-office UX improvements
translated to enhanced customer experiences. This
finding supports the hypothesis that proposes
direct relationships between employee experience
quality and customer experience outcomes
(Bakioglu-Clift. B. S. et al., 2018), ultimately
driving the business impact illustrated at the
foundation of the evaluation framework.

DISCUSSION

Implications for Insurance Technology Design
Balancing Standardization and Flexibility

A central tension in ClaimCenter's UX design
involves balancing standardized processes with
flexibility for unique organizational needs. The
cloud model provides standardized updates and
interfaces, ensuring consistency and reducing
maintenance burden. However, this
standardization must accommodate the diverse
requirements of different insurers. Research
indicates that insurance technology leaders cite
this balance as a primary consideration in cloud
migration  decisions  (Swiss Re).  The
standardization benefits are substantial, with
cloud-based  systems  demonstrating  lower
maintenance  costs and  faster  security
implementation compared to customized on-
premises solutions.

The research  identified that  successful
implementations maintained core UX patterns
while allowing organization-specific
customizations in key areas such as branding
elements and visual hierarchy, information display
preferences, workflow sequence variations that
align  with specific business models, and
integration points with proprietary systems. These
customization domains align with recommended
practices in digital insurance platforms, which
emphasize maintaining standardization in core
interaction patterns while permitting controlled
variation in visual and workflow elements (Swiss
Re). This balanced approach resulted in higher
user satisfaction compared to implementations that
either over-customized or under-customized.
Furthermore, organizations that successfully
navigated this  balance  reported  faster
implementation timelines and lower costs,
suggesting significant operational benefits to
resolving this tension effectively.
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Accelerated Innovation Cycles

The cloud delivery model fundamentally altered
the pace of UX innovation in ClaimCenter
implementations. Traditional on-premises
deployments typically received major updates
every 18-24 months, with significant retraining
requirements (Doxee, 2022). In contrast, the cloud
model enabled more frequent feature updates with
incremental UX improvements, testing of interface
variations to validate design decisions, rapid
response to emerging usability issues, and
progressive enhancement of accessibility features.
This acceleration has reduced the average time
from feature request to implementation,
representing a significant improvement in
innovation responsiveness.

Insurance organizations reported that this
accelerated pace required adjustments to change
management processes but ultimately resulted in
better alignment between user needs and system
capabilities. Companies that developed continuous
adaptation training programs experienced higher
feature adoption rates compared to those
maintaining traditional training  approaches
(Doxee, 2022). The continuous nature of smaller
updates reduced training disruptions while
maintaining a sense of system improvement and
responsiveness to user feedback. Organizations
implementing cloud-based claims systems reported
reduced change resistance among end-users
compared to major version upgrades, attributed to
the incremental nature of changes and the
perception of responsive evolution rather than
disruptive change. This shift in innovation cadence
has significant implications for how insurance
organizations  approach  training,  change
management, and user engagement strategies.

Measuring UX ROI in Insurance Claims
Systems

The research highlighted challenges in quantifying
the return on investment for UX improvements in
claims systems. Traditional metrics like claims
processing time and accuracy remained important
but failed to capture the full impact of improved
user experiences. According to digital insurance
experience frameworks, a comprehensive ROI
assessment  requires both  operational and
experiential metrics to capture the
multidimensional impact of design improvements
(Swiss Re). Organizations strictly limiting
measurement to traditional operational KPIs
typically undervalue UX investments, leading to
suboptimal resource allocation decisions.

The study identified additional metrics that
provided more comprehensive ROl measurement:
adjuster retention rates following UX-focused
implementations; reduction in support tickets
related to system usage; increased voluntary
adoption of digital tools for complex claims
scenarios; and correlation between adjuster
satisfaction scores and policyholder satisfaction.
These findings align with cloud transformation
models that emphasize the effect of employee
experience improvements on customer outcomes
and organizational performance (Doxee, 2022).
The financial impact of these improvements is
substantial, with insurers processing claims
annually estimating significant savings from
reduced training time, decreased error rates, and
improved adjuster retention following UX-focused
implementation. These metrics suggest that
human-centric design creates organizational value
beyond operational efficiency, contributing to
workforce stability and customer satisfaction in
ways that directly impact business outcomes.

Table 2: Human-Centered Design Value Drivers in Insurance Claims Systems (Swiss Re; Doxee, 2022)

Design Element

Organizational Value

Flexible Standards

Adjuster Efficiency

Rapid Iterations

Reduced Training

Experience Metrics

Investment Justification

Interface Clarity

Policyholder Satisfaction

Cloud Architecture

Maintenance Reduction

CONCLUSION

Human-centric design principles significantly
impact the effectiveness of modern claims systems
in the cloud era. Thoughtful UX/UI design
translates to measurable improvements in user
performance, satisfaction, and business outcomes.
The cloud delivery model has fundamentally
altered the UX landscape for insurance systems,

enabling more responsive design iterations,
personalized experiences, and consistent updates
while  creating  opportunities to  address
longstanding usability challenges in claims
processing. As insurance organizations continue
their digital transformation journeys, prioritizing
human needs in system design represents a
strategic business imperative rather than merely a
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satisfaction concern. Future directions include
exploring how artificial intelligence and
conversational interfaces might further enhance
claims systems while maintaining essential
governance requirements. The insurance industry's
embrace of cloud-based claims systems offers an
opportunity to reimagine relationships between
professionals, technology, and policyholders,
ultimately creating more effective digital
experiences for all stakeholders.
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