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Project overview

The product:

Doctor Johnson modern primary care encompasses a
multitude of areas including allergies, heart disease,
diabetes, arthritis and hormonal diseases. The typical user is
between 30 - 45 years old, and most are career
professionals. The Check-In goal will let users check in early
and answer initial health screening questions by allowing the
handling of their medical information at a more convenient

time versus when waiting for appointment.

Project duration:
January - May 2024
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Project overview

O

The problem:

Currently, patients must stand in line and
check in with the receptionist, then will have to
fill out the new patient forms as they wait for

their appointment.

>

The goal:

Our Doctor Check-In App will let users check in
early and answer initial health screening questions,
which will affect all new patients and people
needing more time or disabilities by allowing them
to answer initial health screening questions and
handle their medical information at a more

convenient time rather than before appointments.



Project overview

o

My role:
UX Designer leading the Dr. Application

website design

=

Responsibilities:

Conducting interviews, paper and digital
wireframing, low and high-fidelity prototyping,
conducting usability studies, accounting for
accessibility, iterating designs and designing
both mobile as well as the responsive website

design.
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User research: summary

O

| conducted user interviews, which | then turned into empathy maps to better understand the
target user and their needs. | discovered that many target users hate standing inline to check-in or
having to fill-out forms before appointments. However, it can be a lot to fill out forms in a set
period, which frustrated many target users. This caused somewhat stress experience to become

even more challenging for them, not allowing patients to relax before appointment.



User research: pain points

Interaction

Doctor Patients are
often busy during their
doctor available hours,
which is only heighten

by having to stand inline
to check-in.

Automotive

The Appointment Check-
in process should be
automative and online
instead of being manuel
& slower.

Experience

Patients with dyslexia or
who have difficulty
processing information
may have a bad
experience filling out
forms within a specific
time frame.



Persona: Reena

Problem statement: “| hate filling out forms at a doctor's office, but | wish |
) . could fill out and upload forms at home.”
Reena is a Paramedic who
Goals Frustrations
works odd hours +  Save time checking-in. *  When running late not
. wanting to stand inline to
who needs a way to fill out *  Fillout forms at the check-in which could
) patients convenance. make her late.
new patient forms before *  The appointment check-in
+  Savetimescheduling process should be
visiti ng the office appointmentwithout automotive and online
calling and speaking to *  Filling outformsin a
because has dyslexia, which someone. required period.

makes it difficult to read text

Reena Reena is a paramedic who lives in Lakewood, Colorado. She lives alone
. but shares custody of her daughter with her ex-partner. Reena works
q U|Ck|y and process Age: 37 day and night shifts, and her schedule changes weekly. She is a rock
. . . Education: Masters Degree from climber who goes to the climbing gym a few mornings aweek and
information in fa st-paced University of Delaware drives her daughter to soccer practice any night she's not working.
) Hometown: Lakewood, Colorado Reena has dyslexia, which makes it difficult to skim text and process
settings. Family: Lives alone primarily information in fast-paced settings. Reena is health-conscious as well

Occupation: Paramedic as budget-conscious.



User journey map

| created a user journey
map of Reena’s experience
checking into doctor’s office
for appointment to help
identify possible pain points
and improvement

opportunities.

Persona: Reena

Goal: Check in for appoinment and fill out new patient forms before appointment.
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Sitemap

MEET THE DOCTOR

Difficulty with website navigation
is having simple navigation for all
sections, | used that knowledge to

create a sitemap.

The goal was to make strategic
information architecture decisions
that would improve overall
website navigation of patient

portal.
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Paper wireframes

Writing an iteration of each possible screen of
the mobile website on paper ensured that the
elements that made it to the digital wireframe
would be well-suited to address user pain points
of not being able to fill out new patient forms
before an appointment. From the home screen,
| prioritized a quick and easy process to fill out
forms, ensured the process was easy, and

helped users save time.
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Digital wireframes

As the initial design phase
continued, | made sure to
base screen designs on

findings from user research.

This is the first step in
filling out the patient
form online, designed
to be fast and easy for
users.
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New Patient Form

Please Take a moment to fill out the form below
needed for your upcoming doctors visit.

Mearly all major insurance plans accepted & we
participate in Medicare. We will always appreciate
payment at the time of your visit, unless prior
arrangements have been made.

=

Medical History Form
These are all the forms need by us,
once to the end please make sure to
upload your insurance cards and
your photo ID.

START >

Ve

— I [

New Patient Form

Please Take a moment to fill out the form below
needed for your upcoming doctors visit.

Mearly all major insurance plans accepted & we
parlicipate in Medicare. We will always appreciate
payment at the time of your visit, unless prior
arrangements have been made.

File Upload

«PREVIOUS SUBMIT

This button
allows the user
to upload their
medical cards
and state IDs.



Digital wireframes

Easy access to
navigation that
is easy to use.

More straightforward
navigation allows users to
locate important areas of
the website and elements
important to users. Will also

add assistive technologies.
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Home

Meet Doctor

\

Qur Team

Services >

Patient Info

Request Appointment

Patient Portal

This three-
button tab
makes it easier
get to the
important
users come to
the website to
use.
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Low-fidelity prototype

To create a low-fidelity prototype, |
connected all the screens involved in the
primary and secondary user flow linking to

patient portal to fill out forms and check-in.

At this point, | had received feedback on my
designs from the user study for buttons and
page organization. | made sure to listen to
their feedback, and | implemented several
suggestions in places that addressed user

pain points.

View low-fidelity prototype
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https://www.figma.com/proto/BPT6EoziWDUiQsI0poBvkN/wireframe-Dr.-App?page-id=142%3A13&node-id=142-15&viewport=1003%2C429%2C0.25&t=LVLr4zUSu3PbhizK-1&scaling=scale-down&starting-point-node-id=142%3A15&show-proto-sidebar=1

Usability study: findings

This study wanted to examine the usability of the doctor’s website for checking in to the
doctor’s office, filling out forms, and submitting the forms when completed.

Round 1 findings Round 2 findings
° The font size on the opening tabs needs to 0 A calendar with a date and time available
be increased needs to be added.
A back button from the calendar book e Make all buttons the same color.
needs to be added to the page.
o Appointment info needs to be shown at e There is an additional request appointment
check-in. feature with a calendar and date. Once the

date is selected, available appointment
times will appear on the calendar. After
selecting a time, submit the appointment
request.



Refining ® Mockups

h d . e High-fidelity prototype
the eSIgn e Accessibility




Mockups

Based on the insights from
the usability study, | made
changes to improve
Appointment Calendar by
adding instructions to the
page and a back button to
return to Patient Portal

Home.

Before usability study After usability study
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Mockups

Before usability study After usability study
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the usability study, | made

changes to improve added

Doctor's name to the check- e

Name

APPOINTMENT

—— CHECK-IN

Name

in process and have them r—

Date & Time

5/15/2024 @ 3:15 PM
oc me

show when confirming and
not have patient input the

information.
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Patient Patient New
Check-In Portal Patients

Proudly serving the family
needs of patients in Delaware
since 1989

Our physicians have been consistently
recognized for their medical expertise and
dedicated patient care by DelawareToday
Top Doctor awards for the past 20 years
and running,

411 Siverside Ra. wh imingeon, DE 19810

Y (202 a79-0580 % (302)479.0580 Y (302) 4790580
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Patient Patient New
Check-In Portal Patients

New Patient Form

Please Take a moment to fill aut the form below
needed for your upcoming doctors Visit,

Nearly all major insurance plans accepted & we
participate in Medicare. We will always appreciate
payment at the time of your visit, unless prior

arrangements have been madle Patient Portal

=

Medical History Form

John Doe

We use athenahealth to help you access
your health information for different
doctors' offices with just one email and
password.

Welcome to the Dr. Marc Johnson's
Patient Portal!

We are pleased you have chosen to use

* Marc . Johnson DO the Patient Portal to communicate in a
secure and confidential manner with

@ your care team.

Taking just a few minutes to register will

Meet Doctor

% (202) a79-0580 % (302) 479.0580
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Patient Patient New
Check-In Portal Patients
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New Appointment

Please select an available date or schedule to
conduct a consultation

Click Date for the Fastest Appointment or
Click calendar for a further out appointment.
SELECT DATE

Select a Date

MAY 2024 ~
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Patient Portal

HOME / PATIENT PORTAL

° Back
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Mockups: Screen size variations

Proudly serving the family
needs of patients in Delaware

| included considerations for additional screen sizes in

the mockups based on earlier wireframes. Today users

request websites from various devices, so it was
important to optimize the browsing experience for a
range of device sizes, such as mobile and desktop so

users have the smoothest experience possible.




High-fidelity
prototype

The hi-fi prototype followed
the same user flow as the lo-fi
prototype and included the
design changes made after the

usability study.

View the Doctor Website
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https://www.figma.com/proto/BPT6EoziWDUiQsI0poBvkN/wireframe-Dr.-App?page-id=142%3A2350&type=design&node-id=142-3030&viewport=-681%2C910%2C0.5&t=5dBX4WwiBlrxPYGQ-1&scaling=scale-down&starting-point-node-id=262%3A2837

Accessibility considerations

| used high-contrast Use headings and text of

colors, so those with color different sizes and mark

sensitivity will have no them with headings for a
issues. clear visual hierarchy.

The site is designed with
alt text for images and
content on each page for
smooth screen reader
access.
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Takeaways

Impact:

Our target user shared that the design was
easy for appointment check-in, filling out
forms, and submitting the form when
completed. They also enjoyed the images and

thought the site had a clear visual hierarchy.

What | learned:

The best thing | learned was all that goes into a
complete UX Design to make a good user
experience for the user. The most important
takeaway was the need to always focus on the
user's needs when seeking the best solutions

during the design process.



Next steps

Continue with usability
testing of elements on the
website.

Merge the mobile design
and desktop for
requesting appointments.

Continue to identify any
additional elements
needing improvement
and ideate on those
features.



Let's connect!

o

Thank you for reviewing this case study on the Doctor Website!

If you'd like to see more, or would like to get in touch, please see information is provided below:

Email: gerald.hearne@urbanchirp.co
Website: www.urbanchirp.co



mailto:gerald.hearne@urbanchirp.co
https://www.urbanchirp.co/ux-figma-designs-portfolio.html

Thank you!
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