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We kickstarted the process by interviewing people who had recent trysts with doctors, hospitals, clinics
on how they approached healthcare system and their journey.
This helped us understand their touchpoints with the process

BUSINESS AS USUAL

Managing routine  checkup§/
vaccinations

Finding the right
workout regime




We plotted an Empathy Map that helped us define their emotions and turmoil during this journey

Seeking quality healthcare is a
necessity because it is the only =
way to resolve health concerns thlnk
the right way

Because of many
uncertainties,

dealing with healthcare feel
becomes painful, confusing,
and overwhelming.

Seeking quality healthcare is tedious
because of high search times, heavy
costs, and a complex discovery process.

This is why | prefer to avoid it until it's the do
last resort. Even then | engage reluctantly
and begrudgingly.



The journey and empathy map helped us firm up the guiding principles to be used for the user experience

approach through all the touchpoints we design for.

Moving From

Multiple disconnected user

websites, portals, apps

Multiple, disparate pathways to

booking care

Payment as an afterthought

Episodic interactions, volume-based

metrics

Reacting to consumer requests

Moving To

Single consumer identity & coherent

user experience

Unified, trackable funnels toward

conversion

Transparent costs, simple payment

methods

Improved patient retention, loyalty

and lifetime value-based metrics

Guiding next steps, prevention,
wellness



The activities during every design phase
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Research (Uncovering Key Moments of Truth)

Top Features/Services accessed by healthcare users T e
o =3 16K seasions, 8.6K drop-offs 57K seacions, 2.5K drop-offs
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Search for doctor ratings and reviews I o
Pay my health-insurance bills I, T ! .
Monitor my daily health metrics I, 5 : |y 1 .
Search hospital or health-system ratings and reviews | GGG —corEe \
Order prescription drugs/order refills . S - h
Search for a doctor I 12 h
Check personal health information I
Search for a hospital/health system .
Shop for a health plan I 6 [t
Search for doctor costs I ¢
Searchfor hospital/health-system costs I o From the home page, users are visiting the /find-a-doctor,
Sehecule an sppomiment I - /specialties, /hospitals page which are the pages that lead to

Get information about different treatment options ] . .
- = different booking flows

Starting pages 1st Interaction
27K drop-offs 10K sessions, 5.1K drop-offs

== /find-a-doctor —
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50% users do not go ahead once they land on the Find a
Doctor screen

Most Booking Flows have 50% abandons
on Step 1and 25% on step 2




Mood-boarding of Doctor Cards

Dr. Abhradip Das Dr. Abhradip Das
MBBS, MD
(Pulmonan y Medicine) ) (Puimonary Medicine) )

Flows Results ol

Usability Testing Sessions on
Booking Doctor Appointment

Norayana Multispecialty vosptat
Ho: , it :auy_“ar:a Bl:ullisfeciality
. jospital, Barasat
Dr' Abhradlp Das g:glish Hindi Bengali s X
MBBS, MD (Pulmonary Medicine) — English Hindi Bengali

86% users did not 55% users would call e
0 ) ) (= 4

Experionce
12 Years

know understand the call centre for .
English Hindi Bengali pEspiadie ey DEAbeSe D22
complicated doctor urgent or ‘ ‘ T

Hospital
Narayana Multispeciality Hospital, Barasat Exmence e s
12 Years 12 Years

S p e C I a Itl e S/C O r reCt a p p Oi n t m e n t S fO r Achievements Eg%,y“a;’asl:l:!llsl,:reclallty Eﬁy;;,aﬂl:::ﬁ;i:recialhy E’i‘:{lmum sssss ottt
Successfully perform a heart transplant surgery inon a English Hindi Bengali

s Laces
. . teenage patient. 20 years of practice in the field of English Hindi Bengali English Hindi Bengali
d o Ct O r to C h O O S e fo r tod a y a S t h e d | g |ta | cardiology. places a strong emphasis on preventative s v':-lv-\ls o
care and patient education. Physician of the Year w.. o= Physician of the Year wcz: s
P&G Service Award..-

their ailment. interfaces do not | , e -

factor for the same

45% users choose a
Dr. Abhradip Das

doctor based on their Exp: 12 Years - MBBS, MD (Pulmonary Medicine)

PULMONOLOGY | Consultant

H H Hospital : Narayana Multispeciality Hospital, Barasat
yea rS Of eXperI ence I n Languages: English , Hindi , Bengali
Next available: Tomorrow
the field.

2022
Physician of the Year -



Doctor Card Old (Before Research)

Dr. Aabha Gupta

Visiting Consultant - Obstetrics & Gynaecology
MS

SPECIALITY
Obstetrics & Gynaecology
HOSPITAL

Jaipur - Narayana Multispeciality Hospital, Jaipur

A, 080-67506834 - | Make An Enquiry

Doctor Card Post Testing and Iterations

«

(%

Dr. Abdul Waheed Khan

Consultant Urological Surgeon

Experience 12 Years

Languages

English, Hindi, Bengali

Treats

Kidney stone prevention, kidney stone surgery
urinary infections in men and women, gall bladder
infections, View Profile

Hospital

Narayana Multi-speciality hospital, Bangalore

¢, cCall Now

Available

Video Consultation 7t Feb

Book Hospital Visit 9‘;; geb

During the usability testing

Participants expressed interest in years of
practice and specialty of the doctor.

They mentioned that language spoken by the
doctor would be an important consideration in
case their parents were visiting them and
speaking a familiar language would bring a level of
comfort factor

The inclusion of photos along with descriptive text
also seemed to convey enhanced physician
credibility.

Other Suggestions received were on clarity of
content, clarification on prices which were
incorporated in the booking appointment flow



Sample Screens
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Sample Screens

JL

INarayana X

Health

Please Verify Phone

We have send the OTP on 999999XXXX. Please
enter the 6 digit code below to confirm your
phone number

Y Bangalore v Q, 18003090309

an _
FNarayana Q  Emergency =
Health

< Order Summary

Booking Details for Jay
Q" Add a Patient x

One-time non-refundable registration fee of
added, P Consultation Fees %1000

20 Feb’ 2318:30 PM

Registration Fees T 100
Enter the details of the patient visiting the
doctor.
Full Name* Total Payable (incl. of taxes) 1100
Date of Birth*

Dr. Abhradip Chandra Swamy
Cardiac Surgery - Adult
Gender* {(\ ‘ ] i iality Hospital,

@® Male (O Female (O Others

Email ID* Benefits Of Paying Online

Ppatient’s Mobile Number*

x Apply discount >

.
Pay SLEEE

%o Bangalore V'

ab Q Emergency =
TNarayana

Saved Cards

Jeff Maldonado
1527

Saved Cards

. Paypal

@ GooglePay ®

& Aope Pay

Proceed To Payment

Q Emergency =
:rl\]arayana
Health
Back to Search
@ Booking Confirmed
Jay
Q 20 Feb’ 23 18:30 PM
Consultation Fees ¥ 1000
Registration Fees 7100
Amount Paid %1100
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Cardiac Surgery - Ayt
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