
Key Characteristics

Devices

Bio


Tech-savvy and busy individual. His employer provides private health insurance which he primarily uses. Still uses the 
NHS app from time to time to fill in the gaps not covered by his policy. Was diagnosed with depression and often feels 
stressed from work and other responsibilities. Is regularly prescribed an antidepressant by his GP which requires very 
infrequence monitoring as his condition is stable. For this reason he mostly finds himself using the NHS app to request 
this medication. User is somewhat happy with the app for requesting his prescriptions, even if a bit a bit slow at times, 
but finds it frustrating that he can’t obtain his complete medical records through the app and can’t easily export it to 
share with his private healthcare provider. He’s an an active individual and uses an Apple Watch to track his fitness 
goals, he wishes he could import this information into the NHS app like he can with his private healthcare app. He 
frequently finds his medical records and reports difficult to understand and wishes he understood why he was 
prescribed a certain treatment without always needing to speak to someone.

Familiar with technology

Not a frequent user of the NHS App 
(for prescriptions only)

Infrequent user of mental health 
services

Apple Watch

iPhone

Windows Laptop

Ravi

Age: 32

Occupations: Consultant

Wants & Needs


Support for Apple Health.

Efficient way to request his prescription.

Easy way of accessing and exporting medical records.

Clearer information about his appointments and other records and clarification for prescribed treatments.

Frustrations


Can’t import or export health information.

Unable to see his medical records through the app.

Finds medical records and treatments difficult to understand.

App is slow at times.

Undergraduate student and part-time retail worker. Studying industrial design and shares a strong passion for 
technology. Appreciates polished and information dense interfaces. Busy individual who often gets overwhelmed with 
all the responsibilities. She’s under supervision of a psychiatrist for a chronic mental health condition and sees a 
therapist regularly for this reason. Due to her busy schedule she heavily relies on the NHS app to help her keep up with 
things. She prefers to do tasks like ordering medication through the app and appointments digitally as often as 
possible. However, she’s often frustrated over the poor user experience of the NHS App, the constant back and forth 
between the App and the website, the need to use external apps for her digital appointments and outdated look and 
feel of the app. She usually looks up any medical concerns online first before seeking a doctor to understand if it 
justifies an appointment but is often left feeling like she can’t trust the information she’s presented with online and 
would prefer to obtain it from a reliable source. She’s a big fan of mindfulness and journaling to help her track her 
moods, but wishes there was a more unified way of tracking her progress overtime and easily share it with her doctor.

Chloe

Age: 20

Occupations: Student, Retail

Bio

Wants & Needs


Easy access finding reliable medical information.

Polished and information dense interfaces.

More graphical elements that aid in efficient scanning of the interface.

Unified health dashboard experience that presents her progress overtime and motivates her to keep going.

Easier way to share her achievements and health insights with her doctor.

 




Key Characteristics

Devices

T echnology expert

Frequent user of NHS mental health 
services (prescriptions, therapy, 
psychiatry)

Frequent user of the NHS app

iPhone

iPad

Apple Watch

MacBook

Frustrations


Slow, glitchy app experience.

Outdated and text-heavy user interface makes it less pleasant to use.

Often struggles to find accessible and reliable sources of medical information.

App not self-sufficient: often redirects to the website and other apps for different things

Dislikes the need for internet connection to check for basic information.

 




PERSONAS

   User steps Trigger Log In Decision Search and barriers Reflection

   User actions


   

   Goals & experiences

   Feelings and thoughts

       


   Pain points

   Opportunities

Fills in log in credentials

Iuri Reves

“I need to check on my 
upcoming therapy 
session.”

Iuri Reves

Goal: Find upcoming 
appointments page.

Iuri Reves

“There’s so much text on 
this page.”

Iuri Reves

Overly repetitive layout 
with almost no graphical 
elements can make it 
more difficult for users to 
navigate and find what 
they need.

Iuri Reves

Create a more unique 
layout that combines text 
with symbols, pictures 
and other visual elements 
that help users better 
navigate the page.

Iuri Reves

Choose must choose from 
the following options:


GP appointments

Referrals

Hospital appointments

Waiting lists

Iuri Reves

User unable to access 
appointment information.

Iuri Reves

User unable to access 
appointment information.

Iuri Reves

Opens the NHS app on her 
iPhone.

Iuri Reves

Scrolls through the 
homepage

Iuri Reves

Find appointment and 
read more information.

Iuri Reves

Goal: Check on upcoming 
therapy session.

Iuri Reves

NHS App

Iuri Reves

NHS App homepage

Iuri Reves

Use the emojis below to help illustrate how the user 
might be feeling.

What is the user trying to accomplish?

What action does the user take during each step?

What is each step of the user journey?

How might we address these pain points? How big is 
the opportunity if we correct this pain point?

What are new ways to serve this person?

What’s not working well? What causes friction? 



How many people does this affect? On a scale of 
‘nuisance to show-stopper’, how bad is this pain?

“What’s the point of asking 
me to activate Face ID  in 
the past if it still asks for 
my email and password 
anyway.”

Iuri Reves

“Luckily I had this 
information saved”

Iuri Reves

“At least they support 
AutoFill, so it doesn’t take 
too long.”

Iuri Reves

NHS app login page

Iuri Reves

Security biometrics 
introduced but not 
implemented correctly. 
This is frustrating to users 
as they’ve taken extra 
steps, but didn’t see the 
outcome of their efforts.

Iuri Reves

Ensure correct 
implementation of 
features.

Iuri Reves

2FA step required

Iuri Reves

“Where do I go?, there’s so 
many options.”

Iuri Reves

“This is such a boring 
layout.”

Iuri Reves

“I’m not sure which one my 
appointment would fall 
under?”

Iuri Reves

The user doesn’t always 
know which category an 
appointment would fall 
under, since they haven’t 
categorised it themselves.

Iuri Reves

“I guess I’ll need to check 
all of them until I find it.”

Iuri Reves

No option to search.

Iuri Reves

Although organisation of 
information is good for 
when there’s lots of it, a 
lack of clarity and 
overview of this 
information can actually 
make it more difficult for 
users to find the 
information they seek.

Iuri Reves

Present a “All” list of future 
and past appointments 
that can be filtered by 
categories.

Iuri Reves

Add search function.

Iuri Reves

NHS app should consider 
a more complete 
approach to digital 
healthcare. One which 
includes mental health.

Iuri Reves

“I can’t find this 
appointment, I guess they 
don’t show therapy 
appointments in the app”

Iuri Reves

“I’ll need to contact my 
therapist.”

Iuri Reves

Lack of app support for 
mental health related 
information.

Iuri Reves

“This is a NHS therapist, 
why can’t I see this in the 
app.

Iuri Reves

“Why would it show GP 
and hospital appointments 
and not my therapist 
appointments?”

Iuri Reves

“I wish I could have a 
unified place to handle all 
my medical things”

Iuri Reves

“I wish I could see more 
about my recommended 
treatments”

Iuri Reves

Not providing 
appointment information 
forces the user to have to 
contact busy NHS 
services to check for 
simple pieces of 
information. This impacts 
efficiency of services, 
adds costs of and wastes 
times to both providers 
and users.

Iuri Reves

   User steps Trigger Login Selection Confirmation Reflection

   User actions


   

   Goals & experiences

   Feelings and thoughts

       


   Pain points

   Opportunities

Navigates through the 
app’s prescription request 
feature

Iuri Reves

Confirms nominated 
pharmacy.

Iuri Reves

NHS App homepage

Iuri Reves

“I should reorder my 
prescription.”

Iuri Reves

“I’m running low on both of 
my medications.”

Iuri Reves

Opens the NHS app on his 
iPhone.

Iuri Reves

Fills login credentials

Iuri Reves

NHS app login page

Iuri Reves

2FA step required

Iuri Reves

“Why can I only see one 
my medications?”

Iuri Reves

Selects medication

Iuri Reves

Goal: Select desired 
medication, add optional 
notes for GP.

Iuri Reves

Checks information.

Iuri Reves

Goal: Confirm information. 
Submit order. Check the 
status and different steps 
of the order.

Iuri Reves

“Let me make sure 
everything’s correct.”

Iuri Reves

“My private healthcare 
doesn’t cover my 
medication.”

Iuri Reves

“Does this mean it’s too 
early to order the second 
prescription?”

Iuri Reves

Confirms and sends order 
to GP.

Iuri Reves

“I need to request it 
through the NHS.”

Iuri Reves

“Every single time I open 
this app it asks me to 
login”

Iuri Reves

“Now I need to get a text 
message? I don’t have the 
time for this!”

Iuri Reves

Constant requests for  re-
authentication, 
particularly when 2FA is 
also involved significantly 
impact the user 
experience. It causes 
unnecessary friction 
between the user and 
their goals

Iuri Reves

Require login credentials 
and two factor 
authentication when 
logging in for the first time 
on a device. Future visits 
would be authenticated 
using biometrics or a PIN.

Iuri Reves

“I wish there was a way of 
reordering all my 
medications in one go.”

Iuri Reves

Checks for next steps

Iuri Reves

Use the emojis below to help illustrate how the user 
might be feeling.

What is the user trying to accomplish?

What action does the user take during each step?

What is each step of the user journey?

How might we address these pain points? How big is 
the opportunity if we correct this pain point?

What are new ways to serve this person?

What’s not working well? What causes friction? 



How many people does this affect? On a scale of 
‘nuisance to show-stopper’, how bad is this pain?

Repeat Prescriptions Page

Iuri Reves

Passes 2FA step

Iuri Reves

“Having the repeat 
prescriptions link on the 
first screen makes it so 
easy to find.”

Iuri Reves

“Having the pharmacy 
opening times is super 
handy.”

Iuri Reves

“I don’t remember 
selecting my medication, 
why is it asking me about 
the pharmacy already?”

Iuri Reves

“I’m not sure I can collect 
my prescription from my 
usual nominated 
pharmacy. I wish there 
was a way of sending one 
prescription to an one-off 
location without changing 
the default.”

Iuri Reves

Users are used to 
submitting orders by 
selecting a product, 
confirming the delivery 
address/pick-up location 
and checking out. 
Following this user flow 
could prevent 
unnecessary confusion.

Iuri Reves

The NHS App doesn’t 
follow usual patterns for 
ordering something online. 
This can cause confusion 
amongst users.

Iuri Reves

There’s no option to send 
a prescription to a 
pharmacy as a one-off 
occasion. This makes it

Iuri Reves

“I wish there was a way of 
viewing all of my 
medications.”

Iuri Reves

“The option to get help 
with medical 
abbreviations is a nice 
touch.”

Iuri Reves

Only allowing users to 
request one prescription 
at a time adds additional 
work and time to the user. 
It can also cause the user 
to forget to order all their 
medication, especially if 
they have multiple repeat 
prescriptions.

Iuri Reves

Allow users to request all 
prescribable medications 
in one go.

Iuri Reves

“I like that I can see an 
overview of the order 
before submitting.”

Iuri Reves

“The breakdown of the 
steps before I can collect 
the order is useful”

Iuri Reves

Order submission page.

Iuri Reves

Order tracking and 
overview page.

Iuri Reves

Medication selection 
page.

Iuri Reves

Lack of a unified overview 
page of prescribed 
medications and 
clarification as to why one 
isn’t showing or allowed to 
be order causes confusion 
to users.

Iuri Reves

Combine the prescription 
ordering and medication 
overview list pages into 
one page.

Iuri Reves

“The pages are so similar 
that I almost can’t tell I 
moved a step.”

Iuri Reves

“Let me not forget to order 
my second prescription.”

Iuri Reves

“Where’s the submit 
button?”

Iuri Reves

Page looks complete 
without scrolling, 
confusing users as to how 
to move to next step.

Iuri Reves

Add visual elements that 
indicate the different 
steps necessary and 
which step the user’s at.

Iuri Reves

“Why do I need to scroll to 
press the submit button 
when there’s so much free 
space on the page?”

Iuri Reves

Buttons that are 
necessary to move 
between steps are hidden.

Iuri Reves

Lack of differentiation 
between pages and 
indication of progression 
make the process difficult 
to follow and understand.

Iuri Reves

Overly repetitive layouts 
can cause fatigue.

Iuri Reves

Medication adherence is 
essential to ensure the 
highest probability of 
treatment success. For 
this reason any 
unnecessary friction 
should be minimised to aid 
user compliance.

Iuri Reves

Add animations and 
provide additional 
differentiation between 
pages to visually guide 
users through the 
process.

Iuri Reves

If possible, fit content in 
the page without requiring 
scrolling.

Iuri Reves

Ensure crucial information 
and buttons are visible on 
page loading.

Iuri Reves

“That wasn’t so bad, but `I 
guess it could’ve been 
clearer.”

Iuri Reves

JOURNEY MAPS


