
8/18/2017

Margaret Hagan, 2017, Legal Design 
Lab 1

Margaret Hagan
Stanford Legal Design Lab
@margarethagan
August 2017

The design of better consumer-
facing disclosures



8/18/2017

Margaret Hagan, 2017, Legal Design 
Lab 2

We anecdotally know that 
notice and disclosures 

about complex information 
are not working

How might we communicate 
complex terms, that can

engage + inform different 
consumers?
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In particular, what types of 
disclosure designs should 

FINRA recommend for 
companies offering financial 

products to consumers?

Our 
Research and Design 

Plan
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Our Process
1. Understand the expert, industry and regulators’ 

perspectives through interviews
2. User interviews, focus groups, and mapping
3. Synthesize user archetypes, guiding principles, 

unmet needs, opportunities
4. Generate rough prototypes that would improve 

the communication
5. Test these with Users and Experts
6. Refine prototypes, and create guiding principles 

for further design and dev work

1.Our initial findings from 
focus groups with 25 young 

people in person, 200 
surveyed online
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Have you ever 
looked at the terms 
and conditions when 
exploring new 
financial products?
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“The terms and 
conditions are not for 
me. Even if you make 
them look nicer, I 
won’t look at them.”

“I don’t feel smart 
about finances. This 
is not my area, it’s 
out of my comfort 
zone.”
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“The fine print is for 
lawyers or the 
government. They 
put it there because 
they have to.”

“The charts and 
graphs look nice, but 
I don’t understand 
them. I get more 
confused.”
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What would 
make you look 
at and trust 
disclosures?

Who would I trust to help me 
understand these decisions?

1. Parents
2. Friends
3. Employers/Universities
4. Banks 
5. Government
6. (Triangulated) Internet sources
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How do you intake info when 
evaluating financial products?

1. No fine print
2. Social Media outreach + converse
3. Calls with inner circle (maybe)
4. Google and Sift
5. Message boards for models
6. Graphics + data viz can often throw 

me off

1. High confidence in ability to get 
information

2. High confidence in ability to make sense of 
multiple streams of information

3. Good judge of trustworthiness of 
information

4. Low confidence in specific domains and 
down-the-road consequences

How capable do you feel when 
reading the terms, making decisions?
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User Journey
Education Phase

- Initial Learning: “Oh, this is a ‘thing’” I need 
to pay attention to.

- Decide to Engage: “Let’s deal with it” -- I 
guess I better do this well.

- Making sense “These are the key phrases 
and words to know” -- I want to self-educate
just enough.
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User Journey
Decision-making Phase

- Shop for the Right Path: “Which fits me?”, 
tell me the menu of options

- Decide to Go with One: “Pull the trigger, 
even if I’m not totally sure”, let’s get this 
going

- Check, Coast, Check: “Is this normal? This 
is normal. Is this normal?”, even after I’ve 
made the decision, tell me if I did it well

2. What are possible New 
Models to present terms, 

options, and disclosures to 
consumers?
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Model 1: Key Details Summary Table

Model 2: Comparison Table
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Model 3: Crowd-Highlighting of most 
important terms + other users’ behavior

Model 4: 
Preference Survey 
and Matching
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Model 5: Down-
The-Road  
Outcomes Predictor
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3. After testing these 
prototypes, what Guiding 
Design Principles and 
Strategies emerged?

Core Principles
1. More human, less abstract communication

2. Use of modern, bold, spacious visual design to 
signal ‘this is for you’

3. Give models and scenarios to make the 
information easily applied

4. Allow interactivity for strategy-making

5. Provide easy comparisons of options + 
consequences
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Tell me more about 
me
The more the information is about the person, 
the more they will engage. Phrase disclosures 
around “you” and what it means for “you”.

Less is More, but still 
give me option of 
More
People want a glance-able, high-level 
summary. But they also want to know there’s 
more substance there, so they have an option 
to ‘read more’ -- for reassurance and 
verification. 
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Interactive and Visual 
is nice, but it’s still 
homework
Investing in more data visualizations, web apps,
and graphics may not have desired outcomes. 
People can be turned off by too much data. 
They want easy interactions, with clear pay-offs.
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Redesign Strategies
1. Prioritize the Messages based on what the user cares 

about, rather than a structured narrative from the expert --
the first page should have most important messages from 
user’s point of view

2. Put large-font headings to each section, that clearly spell 
out the value proposition, e.g., “What will this mean for your 
money?”, “What are the key choices you need to make?”

3. Use tables to show comparisons and key summaries

4. Use timelines to show how this affects you at different 
points in the process, or your life

5. Consider adding a character that models behavior, as 
stand-in for user -- asking questions, making decisions

Refined Models
1.The One-Page Key Points Summary

2.The Character-Narrative Walkthrough

3.The Shopping Comparison Table

4.The Scenario-Spinner of What Outcomes 
will result
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The One-Page 
Key Points 
Summary

The Character-
Narrative 
Walkthrough
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The Shopping 
Comparison 
Table

The Scenario-
Spinner of What 
Outcomes will 
result
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Thank you!

Margaret Hagan
Director of Legal Design Lab
Stanford d.school/Law School

http://legaltechdesign.com

@margarethagan


