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Project Overview

The Product:

Happy Pets is a website for a locally owned small
veterinary practice. Happy Pets is unique in that it
encourages pet owners to complete tasks online
rather than in-person or on the phone, such as
registering your pet or booking an appointment.
You can also sign up for reminders about things
like vaccinations.

Project Duration:
July 2023 - August 2023
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Happy Pets

Happy Pets

Mr Tiddles
o"ve been bringing our

HOME

BOOK SERVICES ABOUT CONTACT

ABOUT CONTACT

Microchipping & Vaccinations
Microchipping is the best way 1o reunite lost pets with their
ownars. We also offer first course and booster vaccinations for all

animals to protect against a range of diseasas

BOOK NOW >

Dental Care & Check Ups
Dental advice and care for all animals provided. We offer routine
chack ups for all species of animals for your peace of mind and to

preserve the heath of your pet
BOOK NOW >
Surgery & Emergency Care

We have the facilities to accommadate in-house surgery and
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Project Overview

Pet owners are usually busy people who don't
have a lot of spare time to be driving to or
phoning the vets. Also a lot of pets dislike the car,
animal carriers and especially the vets! Is there a
way to avoid having to visit the vet in-person?

Design a website where pet owners can complete
key tasks online, such as registering your pet,
booking an appointment, buying food or
medicine and receiving reminders. Reducing the
amount of face-to-face time with the vet.

UX designer and researcher, designing a website
from conception to delivery. Conducting
interviews, paper and digital wireframing, low and
high-fidelity prototyping, conducting usability
studies, accounting for accessibility, and iterating
on designs.

Hﬂl'pyl’m BOOK SERVICES

There’s no happier pet, than a

pet treated at Happy Pets!

We have been practicing veterinary care for
over 30 years now, and only employ the very
best vets who are animal lovers themselves

CONTACT

¢ 8 @

STEVE BROWN SARAH JOHNSTON JOSH McCLEAN SUSAN BRENNAN

Steve qualified at the When not in work, Sarah Josh plays rugby and Susan worked a calving

SERVICES ABOUT

Book an appointment online

Your Full Mame

Pet Name & Breed:

Mobile Number:

Already Registered? @ Yes

Reason Far Visit:

Select date

Mon, Aug 17

CONTACT
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User Research

Understand Personas
The User Problem Statements

User Journey Maps

Responsive Website for Local Vet



User Research:
Summary

| conducted interviews and created empathy
maps to understand the users I'm designing for
and their needs. A primary user group identified
through research was people who want to see
availability for booking an appointment online.

This user group felt irritated that they had to
phone up and speak to a receptionist to find out
if there were appointments. Research showed that
many smaller vet practices do not have an online
option, you have to phone in.

All research indicated that pet owners will only
engage with this website if all user flows are
simple, easy and quick to use.

Alistair

1. Do you currently have a pet that is registered with a local vet?
Yes, rescue greyhound called Jake.

2. Did you register it in person, over the phone or online? If not online, is this something
you would have preferred to do?
Registered in person, would prefer to do so online.

3. What questions have you been asked previously in signing up?
Address, age and sex of pet, breed.

4. What were the difficulties you had in doing this, and what were the highlights?
No difficulties as not much information was needed. Would have liked to been able to add a
photo! No particular highlights.

5. Were you asked questions that you didn’t know the answer to, or felt were
unnecessary?
No, all very easy.

6. What features would you feel would be beneficial? Such as reminders about
vaccinations, ability to buy goods, sign up for pet insurance etc.

Vaccination reminder would be good and booking an appointment/seeing availability of
appointments. If they had offers on things like de-worming tablets, or money off at the
groomers or something | would like that!

7. What is it about registering your pet online that you enjoy, or don’t enjoy?
| like that it's quick and easy, and | can do it in 5 mins. A link that is easy to find would be good
and not too many questions so that it is quick to fill in, with only essential information.

8. What might your concerns be about this site?
If it's asking for credit card info, will it be secure?

9. What do you feel would be the most important info you could share on this site for the
vet to know?

If there is anything wrong with the pet (eg. pain, vomiting), type of pet and age. Past
operations or proceedures.

One of my completed questionnaires




User Research:
Pain Points

Time:

The whole idea of registering your pet online is
that it's meant to be quick and easy. If it's at all
time consuming, users will drop off.

Too Many Questions:

If there are a lot of questions being asked that the
user doesn’t know the answer to, they become
frustrated. Keep questions simple and brief.

Information Architecture:

Not being able to find what they needed
quickly, the main user flows need a big button
on the home page.

SAYS

"I would like to upload a photo
of my pet, it's more personal”
“I want this to be quick and
easy, not too many questions”
“Getting vaccination reminders
would be very useful”

“I would only do this online if
it was easy to navigate around
and the sign up process was
simple to use”

DOES

Definitely want to have
vaccination reminders
Would probably do this on a
desktop, rather than mobile,
feels like a more serious task!
Buys items such as dewormers
from vet, would like to do this
online in future

Has a few questions about
future visits, has to phone to ask
these questions, would like to
do online in future

THINKS

Thinks that they want this to be
a quick and easy process, no
fuss or hassle

Would like to book appointment
online, or see availability of
appointments

Information should be essential
criteria only

At least online means your pet
isn't stressed having to come in
person

FEELS

Impatient if the process takes
too long

Happy to have beloved pets
signed up safely at a vets

Very annoyed if asked a lot of
questions in sign up process
that user doesn’t know about
Anxious that the site might not
be secure and leak personal
data or credit info

Aggregated Empathy Map




| want my dog to feel comfortable at the vets

and if | register online they won't get to meet

- maybe there could be an option for a meet
and greet, or mini check-up?

GOALS FRUSTRATIONS

e To give their dog the best e \ets forms that take ages to
life possible fill out

* To keep him happy and * The dog generally hates the
healthy and meet his vets!
complex dietary needs * Not being able to do

e To do as much of this as everything | would like to
possible online online

David and his wife love their rescue dog and will do anything for him.

They will want to find a vet that will offer everything that a happy dog
could wish for, and would enjoy being reminded about treatments or

new products on the market. They are computer savvy and appreciate
being able to do all this online.




User Story

A fictional story told from a persona’s
POV to inform design decisions

)

SARAH

Sarah is a wheelchair user and pet owner
who can’t easily get around by car or public
transport but does need to do business at
the vets because she wants the very best for
her animals and doesn’t want not being very
mobile to get in the way of that.

TYPE OF USER : ACTION : BENEFIT

Problem Statement

A clear description of the
user’s needs that should be addressed

L 4

DAVID

David is a busy professional and rescue dog
owner, who needs to register his dog online
at a vets because his dog is anxious and can't
easily travel to a vets in person.

USER NAME : CHARACTERISTICS : NEED : INSIGHT
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User Journey Maps

Mapping Alison’s user journey revealed that making this a straightforward and quick

process was a top priority, she only wanted to provide essential information.

Persona: Alison

Goal: Register pets online and sign up for other useful, time saving online services

¥

Receive
Fi . .
ACTION Open \fets ind rfaglstratlon Fill in information Add aE\y p.hot.os or confirmation
website online form vaccination info .
email
A. Research local A. Find new pets A. Fill in names A. Take photos A. Hit Save
vets section B. Fill in breeds B. Upload them B. Hopefully receive
B. Choose one B. Create account C. Look forinfoyou | C. Look for any email to say this is
TASK LIST C. Visit website might not readily medical history successful
know cards or previous
vaccination info
Hopeful about Happy that the pet Frustrated about A bit annoyed that Satisfied that this
finding a good vets | will be getting top having to type in this bit can be tricky | has been
FEELING . . .
treatment lots of info or fiddly, especially | completed, happy
ADJECTIVE )
from a mobile to be a good pet
device owner
Have good SEO so Make this a big Keep inforelevant, | Have this as easy as | Maybe offer
website can be button at top of brief to fill in possible eg. will voucher for
IMPROVEMENT found. Have all home page accept allimage file | treatment, or mini
OPPORTUNITIES USPs on home page types health check up
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Starting
The Design

Paper Wireframes

Digital Wireframes
_ow Fidelity Prototype

Usability Studies

Responsive Website for Local Vet
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Digital Wireframes

As the initial design phase continued, | made sure to base screen designs on feedback and
findings from the user research. | used a sequential process for registering your pet and when
booking an appointment, a drop down calendar and clock to choose an available time.
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Low Fidelity Prototype

Using the completed set of digital wireframes, | created a low-fidelity prototype.

The primary user flow | connected was registering your pet online, so the prototype
could be used in a usability study.

The secondary user flow was booking an appointment online using the calendar and time-chooser.

| also linked up an About page, Contact page and a list of Services offered, which has some
customer reviews at the side.
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Usability Study: Findings

| conducted two rounds of usability studies. Findings from the first study helped guide the
designs from wireframes to mockups. The second study used a high-fidelity prototype
and revealed what aspects of the mockups needed refining.

ROUND ONE FINDINGS

1
Users will only use these services if they
are easier than making a phone call

2
Saving time and energy is key, so the
user flows have to be very simple

3
Users are nervous about entering credit
card details, is this a secure site?

ROUND TWO FINDINGS

1
Users liked the photos and icons, felt it
looked friendly and welcoming, not sterile

2
The time chooser, or clock face, is not
showing times that are unavailable clearly

3
Would like to see Health Tips, or Symptoms
Explained pages, these would be useful

ali parr




Mock Ups
High Fidelity Prototype

Refining
The Design

Accessability

Responsive Website for Local Vet



Happy Pets

Happy Pets

A BOOK SERVICES ABOUT CONTACT

Mock Ups

| designed pages for both desktop
and mobile devices. Instead of
buttons along a top header bar,
| used a hamburger menu for a
mobile device to save space.

The three icons still fitted but all
other sections needed to be
condensed in shape and size, and
some buttons needed to have the
text shortened to “Learn More”.

Register Microchip Meet Our
Your Pet > Your Pet > Vets >

Dogs - Man’s
Best Friend

Where would we be
without our canine friends?
They are with us through
thick and thin, but how can
we best understand them?

Learn more >

Purr-fect
Cat Advice

Our feline friends are one
of the nations most
popular pets but also have
complex needs. Here we
give you our vets pro tips.

Learn more >

Small Furry
Friends

From rabbits to gerbils,
hamsters to guinea pigs,
we can take care of all
types of small furry pets
and teach you how to also.

Learn more >

Mobile Homepage

Register Microchip Meet Our
Your Pet > Your Pet » Vets >

Dogs - Man’s Best Friend

Where would we be without our canine
companions? They ara with us through thick and
thin, but haw can we best understand them?

Visit Dogs Trust Website >

Purr-fect Cat Advice

Qur feline friends are one of the nations mest
papular pets, but ean alsa have camplex needs.
Here we give you cur vets pro tips

Visit Cats Protection Website >

Small Furry Friends

From rabbits to gerbils, hamsters ta guinea pigs,
wee can take care of all types of small furry pats
and teach you how to best care for them.

Visit Creature Comforts Website >
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Desktop Homepage
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Hey Mock Ups

This was my favourite part of the process, the visual design. The logo was designed to include two
animal outlines while the “+" sign, symbolises both the medical profession and inclusivity. The dark
navy backdrop looks suitably serious, while the green is a nice pop of colour to lift the spirits.

Happy Pets ganppy e

Happy Pets

Book an appointment online
Your Full Nama. K

Pet Name & Boood:

M T'-ddl
Mahbils Number . “ e Dental Care & Check Ups
by ol

Already Rogistersd? @ Yos No Dernal advice and care for all arimals provided. We cller mousing
check ups for all species of arimals fov your peace of mind and 1o

Reascn For Vinit piwserve the heath of your pet

BOOK NOW >
Sk dity Select time Surgery & Emergency Care
Man, Aug 17 ¢ il W have the faciites to acommondate in-house surgery and
07:00 7%  Eul Gl - gt
U o of vats and assistan
"""" BOOK NOW
o1
aow o @ v . .
Diogs - Man’s Best Friend m o om oD oMomom ’ s
» fcial
W i b B4 Sl 4 s D omomomoa
s Thay Are mah i i ThCh 3nal -
i, Rt B 2 e el e e - B
Vislt Cugs Trust Wabsite > — —
———— [T o
B e 5 S, e e 000
.............. - PR p—— ot et i i
3 e = e 080
Purr-fect Gat Advice
Do et imes 2o v o g onfoes
ar T, s 1 s s s
ieva e v s vens o v

Small Furry Fricnds
Fram rabisra 1o garkis, harmanar 1 puiran g,

o e ko o o8 s o wrell Ay i
Y VP s P Vs bl e G T

._“\,':..;ZE':',I'_‘; e et o B 000

ali parr




High Fidelity Prototype

The final high-fidelity prototype presented simple and clear user flows for registering your pet and also
booking an appointment. It also met user needs for saving time and being efficient. | included ‘Back to
Homepage' buttons at the end of every user flow for easy navigation.
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Going Takeaways
Forward Next Steps
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Takeaways Next Steps

Impact Step One
The website seems to attract pet owners Add in extra pages for Pet Health Tips,
who value their free time but also love their or Symptom Checker, which can be
pets - | consider this a win! advertised on the Home Page

One quote from peer feedback:

“I would love the option at my local vets to Step Two
book online and see availability. This website Explore better / smoother options for
looks professional but still friendly, like selecting a date and time for online booking

somewhere |'d like to take my dog.”

What I've Learned
While designing the Happy Pets website,
| learned that usability studies and peer
feedback are essential - they brought up +
issues or ideas | would never have thought Happy Pets
expected. Also, detailed paper wireframes VETERINARY PRACTICE
save you so much time in the long run.
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