HEALTH PAL

ZocDoc Usability Heuristic Evaluation

RESEARCH + DESIGN
RILEY PELOSI



USABILITY
HEURISTICS

ZOCDOC USABILITY HEURISTICS & INTERACTION DESIGN EVALUATION




Usability Heuristics

Visibility of system Status

Search wil = 5:17 PM 7 56% @ )
& Secure Booking

We're booking your appointment.

This could take a few seconds, but we'llhandle
everything. Just sit there and feel productive.

1. After booking an appointment
with a doctor, | am presented with a
loading screen which provides a
loading signal seen in the middle of
the screen to indicate the system is
booking my appointment. There's
also copy found above to let me

know this could take a few minutes.

Search il ¥ 3:00 PM 9 58% )
1 4 Filter  Map
Today, Dec 3 >

- Act fast! Doctors in this location are showing low
:. availability for this date

SPONSORED RESULT E] 11.8mi
_ ‘ Dr. Jeffrey Lai, MD
D}

Primary Care Doctor

450 E Spring St
Long Beach, CA 90806

Next available: Tue, Dec 4

Dr. Raphael Argueta, MD 3.7mi

‘ Primary Care Doctor

2406 Torrance Blvd.
Torrance, CA 90501

5:00pm 5:15pm 5:30pm

Q :

Search

2. In the user flow for finding a
doctor, after entering my search
criteria, | am presented with a list of
doctors to choose from. The small
clock icon seen on the top left of
the screen provides a micro
movement with the wheel spinning
suggesting that | need to act fast.

Match between system and the real world

@ Search wtl = 3:54 PM < 52% )

< Settings

Sync with Calendar

Highlight times that conflict with
my calendar and add new
appointments to it automatically.

OFF

Tue, Dec 4

1:00pm 2:00pm

@ indicates a time that may conflict with
events on your calendar.

®

My account

1. ZocDoc uses plain language and
visuals to help you understand how
to Sync with your Calendar. What a
useful tool!
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User control and freedom

Search w!! = 3:45 PM < 55% @ ) Search w!! = 5:16 PM v 57% @)
e Cancel Insurance < Share
Scan your insurance card Look good?
Automatically detect your plan name Make sure the picture is clear
Dr. Allyson Estess, MD
Primary Care Doctor
B % % % % % (58)
. t Na w Qoxtain. B
THE BOSTON CONSULTING GROUP 3
Chotce POS 11 Book an appointment
o] : PO 48 ELESTIOH RERMIRED
X
ke aoh Do you want to see a Primary Care Doctor? 0
ake a photo

Dr. Allyson Estess, MD is a Primary Care Doctor
(not a Physical Therapist), but Dr. Allyson Estess,
MD does treat patients for the reason you
selected (Therapeutic Exercise).

Book this appointment
v/ Ivereadand accept the Term

and P Pol
No thanks
or choose insurance manually
1. ZocDoc provides a Cancel button 2. The user has an option to 3. and 4. The user is provided two
on the top left of the screen to choose No or Yes whether the different ways to exit this screen.
provide the user with an exit mode picture taken of their insurance
card is clear.

to get out of this user flow.
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Q Physical Therapist - Physical Therapy Consultation

@ Redondo Beach, CA 90277, USA

m Available Mon, Dec 17

=] Aetna- Choice® POS Il (Open Access)

Q

Search Appointments Medical team Well guide My account

1.The main CTA's are always treated
consistently. Although the size of
the CTA may range from Large,
Medium to Small, these CTA's still
stand out as the primary call to
action with the consistent yellow
background and dark blue
sentence case font treatment.

Consistency and standards

Search w!! = 4:35 PM 9 45% @ )

< Cancelled appointment  share

Dr. Jonathan Oheb, MD
Repetitive Motion Injury

Aetna / Aetna Choice® POS II
(Open Access)

0% Q
25
Spadena N
Jdse-aka
Witch!s 4
louse ¢
C

465 N Roxbury Dr, Suite 1020, Beverly Hills, CA 90210

s Wilshire B

Book again

Call doctor's office

O

Search Appointments Medical team Well guide My account

2. The share button is consistently
located on various screens,
although | did find a few
inconsistencies here with other
screens that did not follow the
same standard.

Search w!! = 4:35 PM 9 45% @ )

14 Share

Dr. Allyson Estess, MD
Orthopedic Surgeon

% % % % % (58)

@ In-Network

Book an appointment

Today, Dec 3 >

Next available: Wed, Dec 5

o “Lynw

lo] (@]
Manhattan Beach Gardena’ . Paramount

0]
SN o
Torrarq. Carson
Legal ° - Si

Palns Verdes® Lomita o

090

fFN
Search Appointments  Medical team Well guide My account

Search wil = 5:00 PM 9 37% @)

Well guide

Annual physical Due
Last visit: unknown

The CDC recommends you schedule regular check ups
with your primary care doctor to stay healthy.

Book an appointment Mark as done

Dental cleaning Due
Last visit: Jun 2018

The American Dental Association recommends a
routine dental cleaning for everyone 18 and up.

Book an appointment Mark as done

Skin screening Up to date
Last visit: Mar 2018
Up to date until Mar 2019

Vision exam Up to date
Last visit: Sep 2018
Up to date until Aug 2020

©

Search Appointments Medical team Well guide My account

3. The positive and negative color
indicators (red and green) on this
screen are using standard usability
colors, although these colors do
not meet ADA compliance.
Secondary buttons and link
treatment found in light blue
remains consistently the same.



Usability Heuristics

Error prevention Recognition rather than recall
@ Search wil & 5:16 PM < 57% @ ) Search wil 5:18 PM 4 55% @ ) Search wil & 5:00 PM 4 37%@ )
< Share X Well guide
QO Cancel this appointment: Annual physical Due
Thu, Dec 13 at 2:45pm with Dr. Allyson Estess Last visit: unknown

The CDC recommends you schedule regular check ups

. . with your primary care doctor to stay healthy.
We understand life can get in the way.

Dr. A“YSOH EStess' MD Cancelling or missing your appointment e
Primary Care Doctor too many times will result in your account Book an appointment Mark as done
% % % % % (58) being locked.
Dental cleaning Due
What's the reason for your cancellation? Last visit: Jun 2018
BOOk - app°intment The American Dental Association recommends a

O I'm feeling better routine dental cleaning for everyone 18 and up.

% () lwant to be seen sooner Book an appointment Mark as done
Do you want to see a Primary Care Doctor? "
Dr. Allyson Estess, MD is a Primary Care Doctor () lcan no longer make this time Skin screenin
o (not a Physical Therapist), but Dr. Allyson Estess, - g
MD does treat patients for the reason you ) Provi X e Last visit: Mar 2018
selected (Therapeutic Exercise). ) Provideris out-of-network Up to date until Mar 2019

(O Provider cancelled or rescheduled ..
Vision exam

Book this appointment Last visit: Sep 2018

O Other Up to date until Aug 2020
No thanks
9,
1. The copy provides useful 2. The copy provides useful 3. The well guide helps users know
information that this may not be the information and warns users that if what annual appointments have
type of doctor | am looking for and they cancel appointments too been completed for the year and
the secondary CTA / x give you the many times their account will be which health appointments need to

option to cancel and go back. locked. be booked.
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Flexibility and efficiency of use

Search sl ¥ 5:36 PM T 32% @)
Cancel Filter Reset
Gender
e Any Male Female
Availability
Before 10:00am After 5:00pm

Only doctors available on Dec 17

Language

Any language >

Other

Doctors who see children

View doctors

1. The only accelerator | was able to
find in the app was the search filter
which allows users to tailor their
search criteria in order to produce
faster search results.

Q Physical Therapist - Physical Therapy Consultation

@ Redondo Beach, CA 90277, USA

G Available Mon, Dec 17

=] Aetna- Choice® POS Il (Open Access)

Q

Search Appointments Medical team Well guide My account

1. The home / search screen is easy
to use and ZocDoc does not
overload this screen with more
content. They keep the users
focused on the primary feature
which is to search for a doctor.

Aesthetic and minimalist design

Thu, Dec 13 at 2:45pm

Book an annual physical

2. After booking a doctor
appointment, a modal pops up
asking if | would like to book other
health appointments? The doctor
illustration provides a subtle
animation from the side which

engages the user to make a choice.

Simple, minimal design.

Search wi! = 5:41 PM 7 3% @)
< Filter = Map
< Mon, Dec 17 b3

Dr.Meena Oberoi, MD

Primary Care Doctor

* % % ¥

23639 Hawthorne Boulevard
Torrance, CA 20505

9:00am 9:30am 10:45am 11:15am

Dr. Raphael Argueta, MD

. Primary Care Doctor

%* % % % J

2406 Torrance Blvd.
Torrance, CA 90501

9:00am 9:15am 9:30am 9:45am

Dr. Robert Webman, MD

Primary Care Doctor

Search Appointments Medical team Well guide My account

3. Trying to find the right doctor
can be tricky and overwhelming,
ZocDoc simplifies the amount of
information provided for each
doctor in a list view. The product
only provides the most relevant
content to make a quick decision.



Usability Heuristics

Help users recognize, diagnose, and recover from errors Help and documentation
u!! T-Mobile Wi-Fi = 5:44 PM 94 30% @ )
Appointments

2018

Dr. Allyson Estess, MD
Orthopedic Surgeon

Appointment cancelled

Therapeutic Exercise

Dr. Jonathan Oheb, MD
Hand & Microsurgery Specialist ( 85 5) 962-3621

Appointment cancelled

Cancel Call

Repetitive Motion Injury

S h A@t Medical t Well guid M t
1. | could not find areas in the app that provided 1. If users are having trouble using
error recognition, however, | think this could be an the app or have questions, they can
example. Although not an error, the red copy call the ZocDoc customer service
informs the user that they have canceled their number.

appointment. You can recover if you accidentally
canceled, by selecting the doctor list cell and
booking a new appointment.



