


Overview

TeleCare

TeleCare is a Telehealth platform that helps healthcare providers manage
patients remotely. It combines a patient dashboard, call interface with
transcription, and tools for consultations and data collection in one unified
system.
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1. Goal

The goal of this UX Discovery exercise is to assess and recommend areas of
enhancement based on customers' experience across TeleCare screens we
picked for review.

2. Koru's Double Diamond UX Approach

Designing The Right Thing Designing The Thing Right

Deliver
Implementation
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Audit Report/Insights

Investigative UX methods reveal quantitative and qualitative insights that build

the scope to enhance the usability and intangible aspects of a product and
service.

Objective Assessment: An objective assessment engages scientific evaluation
methods that generate measurable insights. It helps to assess and grade the
current maturity of a product while establishing a vision for scope of
enhancement. This way, an objective assessment can provide a clear and
realistic roadmap for product development and improvement.

Product Maturity Meaningful Has personal significance
PRI Pleasurable An experience worth sharing

Convenient Works exactly like you think

A
_ Usable Can be used without difficulty
_ Reliable Always available & accurate
_ Functional (Useful) Works as programmed

Assessment Score

The overall usability assessment score indicates that there are areas of the

product or service that need improvement to meet the optimum level of user
experience.

The UI screen has major issues that prevent the user from achieving their

High Severity _ , . . .
goals or compromise the app’s functionality or security.

The Ul screen has moderate issues that affect the user’s satisfaction or

Medium Severity efficiency or the app's design consistency or performance.

The Ul screen has minor issues that do not significantly affect the user’s

Low Severity . . , . , .
goals or satisfaction or the app's functionality or aesthetics.
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Audit Report/Insights

Total Issues Found (15)

0 High Priority 09 Medium Priority 01 Low Priority
Screen Name Issues Found (Severity-wise)
Patient List 06 Medium Severity
Patient Intake 03  Medium Severity

01  Low Severity

Screens shown in the “Recommendation” section are samples.
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Audit Report/Insights

1) Table header Column Sorting Medium Severity

Findings
The table currently offers sorting only by MRN, which may limit users' ability to

efficiently organize and access patient information according to their needs.

Cg_') All Patients  Active Patients  Inactive Patient  Appointments Jal B ©) a Jim Shaw v
MRN Patient Name Contact Status DOB Assigned Provider Last Visit/ Admission Date Action
Togass v it oo sig0y O3l - - Tt s %
e @ masne  pmomemoien o oyosmo TN ey B 5
own e penemeen g whom e i . .
wen e o obomesmelon ggue  ppon  porotsewd P L
oo G QU gowmegwen oy - - o WY
mwes @) PO, UTewen  eome e  mneom e ¢
ooy (@) meowr Emwemmeleon g oo [oien L W .
oo ool aomrs  oywiwn Yl s .
wows @ ewegen o - -5 MY
e @ NTIT emewwen G - - Lo .

Table Header

Recommendation

Conduct user research to identify the most common data organization needs of
healthcare providers. Based on these findings, implement sorting and filtering options
for the most critical data points (e.g., by provider, status, or recent activity). This

targeted enhancement will improve usability without complicating the interface.

> Gyaan «  SalesCenter  Opportuniies  Accounts  Contacts  Leads +
Q_ Search 3 & All opportunities v 0 Fields = Filters [ Rowheight & Groupby & Layout
NAME ¢ oHs ¢ AMOUNT V  sTAcE ¢ close
() Home
Frontend development $146,000.00 .
o 8 e P t A
£ Sales center @ Blackberry Inc. 8 2 so0x - Prosecting RIS
| Forecasting g Product Design o 72 $13750000 |~ 1o hnical win Apr2
Figma Inc. T $12k
(2 Notes y
® Product Design ® 90 $20,000.00 O Negotiation o
Codepen Inc. v $4k
O Actions
0 MVP design ° 95 $60,500.00 |~ ocnnical win Apr2
{3 Gaps Go Inc. 1 $5k
5 Ccalendar (@ Discovery o 72 $34000000 |~ pocnecting Feb1
Kickstarter Inc. ¥ $35k
.. Usability evaluation % $6450000 o iement.. s
Flickr Inc. - $0
Product team ® 24 $9000000 (- rooical win ]
Mailchimp Inc. v $10k
P Usability evaluation e 88 $220,000.00 © Negotiation i)
Meta Inc. T $3k
o Discovery e $12400000 (oo i i
Meta Inc. T $9k
MVP design S 55 $18000000 - o vin Pl
Zapier Inc. T $7k
Product Design ® 24 $126,500.00 T Tl
Skype Inc. T $16k
Product Design e 88 $90,000.00 C Technical win aod
Intercom Inc. v $5k
Integration e $10,0000 oo iation BT
Product hunt Inc. - s0

Sample Table header
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Audit Report/Insights

2 Left Navigation Menu

Findings

Medium Severity

The left navigation bar relies solely on icons without accompanying labels, potentially

leading to confusion and a steeper learning curve for users.

@

Patient List

Available patients in your system 234
MRN  $ Patient Name
123456 & ::'\?P;ﬁcwords
7ecere @
LR vy
098651 RB :vae:\: :reown
679543 cB fgsrlsz ‘l:rown
oo (ko) K
srases @ i
586879 & ggr;é:\;iafiechards
o (@) I
132349 AD 3;3% Z\Oem

Recommendation

All Patients

Contact

ralphed@gmail.com
456-345-8907

nancyl34@gmail.com
545-123-4567

johnsmith@gmail.com
768-778-0967

robertbrown@gmail.com
663-882-9989

charles123@gmail.com
324-573-5800

kimd007@gmail.com
321-432-6544

janecooper@gmail.com
094-990-8372

ronald876@gmail.com
593-849-7282

richardroff@gmail.com
372-470-7899

adamdomi23@gmail.com
589-271-6490

Status

@ Online

o Offline

@ Inactive

@ Offline

@ Online

@ Offline

@ Inactive

 Offline

® Online

@ Inactive

Active Patients

Inactive Patient  Appointments fal 5 (©) a Jim Shaw v
Q search = + Add Patient
DOB Assigned Provider Last Visit/ Admission Date Action
03/12/2024 ],
11:30 AM . Admission
Emily Watson 02/12/2024
03/04/1990 Genealogist 12:30 PM . Last Visit ‘{"
Wade Warren 01/12/2024
03/20/1980 Post 01:30 PM.. Last Visit l"
Darrell Steward 02/20/2024
12/20/1071 Post 04:30 PM. Last Visit A8
03/20/2024 ],
01:30 PM . Admission
Smith Brown 02/12/2024
o7/njee? Post 05:30 PM. Lasst Visit %
Peter L'Loyd 02/22/2024
09/19/1993 Post 12:30 PM . Last Visit “’
Will Smith 01/25/2024
08/10/1573 Post 07:30 PM. Lasst Visit %
03/21/2024 ],

12:30 PM . Admission

02/12/2024 R,
11:30 AM . Admission

Left Navigation

Add clear, concise labels next to each icon in the navigation bar to improve clarity and

reduce the learning curve for new users. Consider implementing a collapsible sidebar

to maintain a compact layout while providing necessary context.

UX AUDIT REPORT

TeleCare

®@ @B J @ O =8

k9

Softtech <
Technology
OVERVIEW

> 55 Dashboard

> @ Products

() Messages

() Order

6 Calendar
Activity

7 Static

Sample left Navigation
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Audit Report/Insights

3) Top Navigation

Findings

Medium Severity

Table filters (All Patients, Active Patients, Inactive Patients) are positioned in the top

navigation, which conflicts with established best practices and creates redundancy with

the "Appointments" tab duplicating the calendar icon's functionality.

@

All Patients  Active Patients  Inactive Patient  Appointments

a

] ® a Jim shaw v

Patient List
Available patients in your system 234

Q search

+ Add Patient

MRN  $ Patient Name
123456 & S:'\?P;Eewmds
7ecere @
433447 ‘%? jzhvn;r;gh
098651 RB :vae:\:;reown
679543 cB fgsrlsz‘t:rown
 Kmoowy
srases @ i
586879 ) 2;’3‘,’&,’7@“"“"’5
SO Ty
132349 AD ggswglm

Recommendation

Contact Status DOB Assigned Provider
rapredegaioon comne - -
gjgfg:fggg‘“i"wm o offline 03/04/1980 Z’;‘:Z;’g‘:‘:”
%g’ﬁ';g{hgg;“a“mm @ Inactive 03/20/1980 r")"?e Warren
;c;g?g:;?\ggggmail.ccm @ Offline 12201871 E;:Sr:ell Steward
e goups - -
Kimdo07@gmallcom o Offiine 07/1/1997 Smith Brown
fg”zcgz%ﬁggm“i"c"m @ Inactive 09/19/1993 :z‘:’ Lioyd
dprite A o Offline 06/10/1973 phn smith
hogegmelcon  gonne - -
adamdomIi23@gmail.com OlEEID . .

589-271-6490

Top Navigation

Last Visit/ Admission Date Action
03/12/2024 ],
11:30 AM . Admission
02/12/2024 %,
12:30 PM.. Last Visit
01/12/2024 ],
01:30 PM.. Lasst Visit
02/20/2024 R,
04:30 PM. Last Visit
03/20/2024 ],
01:30 PM . Admission
02/12/2024 ],
05:30 PM. Lasst Visit
02/22/2024 %,
12:30 PM . Last Visit
01/25/2024 %,
07:30 PM. Lasst Visit
03/21/2024 ],
12:30 PM . Admission
02/12/2024

%

11:30 AM . Admission

Move table filters above the patient list as toggles or dropdowns. Remove the

redundant "Appointments" tab and rely on the existing calendar icon for appointment

access. This adjustment will streamline the interface and enhance usability.

UX AUDIT REPORT

®  ® Talentvista x +
& > C @ talentvista.com
TalentVista os Wildan Wari
3 Ul Designer
Q Search 8+ F
Profile Job Time Off Document Pending contracts Invoices
People
Time Off /
N Team > About wildan’s time off
B3 Onboarding 3 o 0 o
Time Off
Days available Pending requests
£ Incentive ok time off waiting manager af
Coast Calculator
Requested time off
E Expenses .
Leave Type Duration Date from Date to
(O Feedback
Time off 36 hours 24/10/2023 24/10/2023
Payments [ sick 24 hours 24102023 24/10/2023
@ Payroll Family Emergency 24 24/10/2023 24/10/2023
E3 Contractor invoices
Time off summary
X Billing
)uration Date from Date to
&3 Service
Time off 36 hours 24102023 24/10/2023

TeleCare

Sample Top Navigation

Custom fields Billable activiti

0]

Days upcoming
0 Ker

Notes
I am feeling unwell and unable tc
| have a medical appointment sc

| am dealing with a family emerg

Goin on vacation, taking a half day or
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Audit Report/Insights

4) Search Bar

Findings

Medium Severity

The search bar's placeholder text lacks clarity on which fields are searchable, potentially

leading to user confusion and inefficient searches.

@

Patient List
Available patients in your system 234

Recommend

MRN  $ Patient Name
123456 & ::'\?P;ﬁcwords
7ecere @
LR vy
098651 RB :vae:\::reown
679543 cB fgsrlsz‘t:rown
oo (ko) K
srases @ i
586879 & ggr;é:\;iafiechards
o (@) I
132349 AD ggs%z‘oem

ation

All Patients

Active Patients

Inactive Patient

Contact status poB
e aowe -
gjgfg:fggg‘“i"wm  Offline 03/04/1990
%g’ﬁ:’g{ﬁg;“anc{m @ Inactive 03/20/1980
;c;g?g:;?\g;\ggmail.ccm  Offline 12/20/1971
cemeeen o
g\“ﬁ‘ﬁf?&?“"mm @ Offline 07/n1997
fg”zcgz%ﬁzggm“i"°°m @ Inactive 09/19/1993
gc;rﬁlgfgfsggénc"mm ® Offline 06/10/1973
uddegalon  gows -
adamdomIi23@gmail.com OlEEID .

589-271-6490

Search Bar

Appointments

Q ] ® a Jim shaw v

Q search

Assigned Provider

Emily Watson
Genealogist

Wade Warren
Post

Darrell Steward
Post

Smith Brown
Post

Peter L'Loyd
Post

Will Smith
Post

= + Add Patient

Last Visit/ Admission Date

Action

03/12/2024
11:30 AM . Admission

02/12/2024
12:30 PM . Last Visit

01/12/2024
01:30 PM.. Last Visit

02/20/2024
04:30 PM . Last Visit

03/20/2024
01:30 PM . Admission

02/12/2024
05:30 PM.. Last Visit

02/22/2024
12:30 PM . Last Visit

01/25/2024
07:30 PM.. Last Visit

03/21/2024
12:30 PM . Admission

02/12/2024
11:30 AM . Admission

W

A

Update the placeholder text to specify searchable fields, such as "Search by name, MRN,

or contact." Consider implementing advanced search options for more precise queries,

guiding users toward more effective searches and improving overall usability.

UX AUDIT REPORT

OnTheGo
sales solution
(A Dashboard
b2 Analytios
& Contacts o
™ Requests
B3 Projects

B Doouments v

Current sales

$13.4K / 62%

TeleCare

Q_ search for data, user, docs

Team

Tearaiders

.
oo
oo

Analytics Timeperiod | Day(24hrs) v ExportasCVS 1
Sales Allsales Leads =+ Goal M Web M App Orders 0 500
o Facebook
$256.43K +17.5%
faazol e ' e | Youtube 3 263 95
TiTok o E\s ©
4o ‘WatsApp 267 185 271
Google
o 1 : 4
Transactions 456 total View All Wow! Have a promocode?
a RekhEaverce - Pending @ Facebook 1250€ a
By Codrbicer + Active G Google Ad 720¢
Want more?
Floyd Miles T © Youtube asse Increase your power $49 / year

§

Sample Search Bar
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Audit Report/Insights

5) Inconsistent Action Presentation

Findings

Medium Severity

The expanded card offers different action options (Start Chat, Start Call) compared to

the main table view (phone icon only), causing inconsistency.

@

Patient List
Available patients in your system 234

123456

786879

433447

098651

679543

023903

574903

586879

546465

132349

Patient Name
@

Ralph Edwards
35Y, Male

Nancy Adman
34 Y, Female

';‘3 John smith
&Y 44Y,Male

Robert Brown

5 54Y, Male

Charles Brown

cB 40, Male

Kim Dowry
28 Y, Female

3 Jane Cooper
32Y, Male

3\ Ronald Richards

52, Male

2\ Richard Roff
& 40Y, Male
Adam Dom
29Y, Male

KD

AD

Recommendation

All Patients

Contact

ralphed@gmail.com
456-345-8907

nancyl34@gmail.com
545-123-4567

johnsmith@gmail.com
768-778-0967

robertbrown@gmail.com
663-882-9989

charles123@gmail.com
324-573-5800

kimd007@gmail.com
321-432-6544

janecooper@gmail.com
094-990-8372

ronald876 @gmail.com
593-849-7282

richardroff@gmail.com
372-470-7899

adamdomi23@gmail.com
589-271-6490

Active Patients

Status

@ Online

@ Offline

@ Inactive

® Offline

@ Online

® Offline

@ Inactive

@ Offline

@ Online

@ Inactive

Inactive Patient

03/04/1990

03/20/1980

12/20/1971

07/n/1997

09/18/1993

06/10/1973

Appointments

Q search

Assigned Provider

Emily Watson
Genealogist

Wade Warren
Post

Darrell Steward
Post

Smith Brown
Post

Peter L'Loyd
Post

Will Smith
Post

Patient Expanded Card

Q im] ©) a Jim shaw v

= + Add Patient

Last Visit/ Admission Date Action
03/12/2024 ],
11:30 AM . Admission

Ralph Edwards oning

/' 35Y, Male

Admission Date
03/12/2024 11:30 AM . Admission

[ start Chat R Start call

04:30 PM . Lasst Visit Na
03/20/2024 ],
01:30 PM . Admission

02/12/2024 Re
05:30 PM . Lasst Visit

02/22/2024 ],
12:30 PM. Last Visit

01/25/2024 ],
07:30 PM . Last Visit

03/21/2024 %
12:30 PM . Admission

02/12/2024 %,

11:30 AM . Admission

Align available actions between the main view and the expanded card. Add chat and

other quick action icons to the main table view to maintain consistency and improve

accessibility.

UX AUDIT REPORT

@

f Untitled Ul Home
Settings

My details  Profile  Password

Team members 48 users

’: Olivia Rhye
< via

t Phoenix Baker
a Lana Steiner

p Demi Wilkinson
g Candice Wu

Natali Craig
ata
Drew Cano

Orlando Diggs

e
3
?

TeleCare

Dashboard Projects Tasks  Reporting
Team Plan Billing ail  Notification:
* Offiine
« Offiine

Users

Sample Action column

aea @

D Download CSV + Add user

8 2

ware Eng 8 2

ons  Product 8 2
8 2

opacatons 8 2
1 Morketing 8 2
IR - IV

8 2
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Findings

Audit Report/Insights

6) Information Redundancy

Medium Severity

The expanded card redundantly displays details like name, age, gender, and status,

which are already visible in the table row. This repetition diminishes the expanded

card’s usefulness and clutters the interface.

@

Patient

Recommend

List

Available patients in your system 234

MRN Patient Name

- @
L+ iy
433447 ‘?w jzhvn ;r;gh
098651 RB gzt\)/e;g‘l’:wn
owa G o
s @ 0,
I ot
(@
K Lo
132349 AD gg(\jngm

ation

All Patients  Active Patients

Contact

ralphed@gmail.com
456-345-8907

nancyl34@gmail.com
545-123-4567

johnsmith@gmail.com
768-778-0967

robertbrown@gmail.com
663-882-9989

charles123@gmail.com
324-573-5800

kimd007@gmail.com
321-432-6544

janecooper@gmail.com
094-990-8372

ronald876 @gmail.com
593-849-7282

richardroff@gmail.com
372-470-7899

adamdomi23@gmail.com
589-271-6490

Status

@ Online

@ Offline

@ Inactive

® Offline

@ Online

® Offline

@ Inactive

@ Offline

@ Online

@ Inactive

Inactive Patient  Appointments

03/04/1990

03/20/1980

12/20/1971

07/n/1997

09/18/1993

06/10/1973

Q search

Assigned Provider

Emily Watson
Genealogist

Wade Warren
Post

Darrell Steward
Post

Smith Brown
Post

Peter L'Loyd
Post

Will Smith
Post

Patient Expanded Card

n B ©) a Jim Shaw v

Last Visit/ Admission Date Action
03/12/2024 ],
11:30 AM . Admission

@ Online

- Ralph Edwards
&‘ 35, Male
Admission Date
03/12/2024 11:30 AM . Admission

[ start Chat R Start call

04:30 PM . Last Visit

03/20/2024
01:30 PM . Admission

02/12/2024
05:30 PM.. Last Visit
02/22/2024
12:30 PM.. Last Visit
01/25/2024

07:30 PM. Last Visit

03/21/2024
12:30 PM . Admission

02/12/2024
11:30 AM . Admission

o

i

%

Leverage the expanded card to present additional, valuable information not visible in

the table row, thereby enhancing its utility and justifying the extra interaction required

for access.

UX AUDIT REPORT

TeleCare
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Audit Report/Insights

7) Redundant Information Entry Medium Severity

Findings
The form redundantly asks for personal information (name, DOB) that is already
available in the patient’s record, leading to unnecessary data entry and potential errors.

CBJ All Patients  Active Patients  Inactive Patient ~ Appointments jal B (©) a Jim Shaw v

& "
Patient Intake ®—@2—@3—@a—b6 —k6—1
Patient List / Patient Intake

2 Admission Date Call Duration |
b A English ~ < Share & Download R, Finish Call

&0 35Y, Male 03/12/2024 11:30 AM . Admission ® 00:03:33

. Transcription  Chat  Notes X
Personal Information
First Name * Last Name * DOB * TeleCare is here! We will work together and fill this form within a few

minutes.
MM/DD/YYYY B
g Hello Doctor, | am happy to connect you.
& Ralph Edwards 00:03 min

@ Checked & Verified

Patient Notes

© Checked & Verified

Reason for Visit

Visit Type * Reason for Visit * Sol

+ Add Note

Patient Intake

Recommendation
Auto-populate the form with existing patient information to streamline the process and

minimize the risk of errors. Allow for editing when necessary, but avoid requiring users

to re-enter data that is already recorded.
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Audit Report/Insights

8) Unclear Progress Indication Medium Severity

Findings
The wizard at the top of the interface lacks sufficient context, making it unclear which

stage of the intake process the user is currently in.

CBJ All Patients  Active Patients  Inactive Patient ~ Appointments jal B (©) a Jim Shaw v

< Patient Intake ®—@2—@3—@a—b6 —k6—1 |

Patient List / Patient Intake

2 Admission Date Call Duration
S ¥ English ~ « Share &, Download Ra Finish call

&0 35Y, Male 03/12/2024 11:30 AM . Admission ® 00:03:33

. Transcription  Chat  Notes X
Personal Information
First Name * Last Name * DOB * TeleCare is here! We will work together and fill this form within a few

minutes.
MM/DD/YYYY B
g Hello Doctor, | am happy to connect you.
& Ralph Edwards 00:03 min

@ Checked & Verified
°

Patient Notes

© Checked & Verified

Reason for Visit

Visit Type * Reason for Visit * Sol

+ Add Note

Patient Intake

Recommendation
Add descriptive labels to the progress indicators and highlight the current step.
Providing brief explanations of each step will offer users better context and clarity

throughout the intake process.
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Audit Report/Insights

9) Limited Context for Call

Findings

Medium Severity

The intake form doesn't display the call's purpose, which can lead to cognitive overload
as users switch between data entry and managing the call without a clear objective.

@

&

First Name *

< Patient Intake
Patient List / Patient Intake

Ralph Edwards Admission Date

35Y, Male 03/12/2024 11:30 AM . Admission

Personal Information

Patient Notes

Last Name *

All Patients  Active Patients  Inactive Patient ~ Appointments jal B (©) a Jim Shaw v

Call Duration
® 00:03:33

DOB *

MM/DD/YYYY B

@ Checked & Verified

© Checked & Verified

Reason for Visit

Visit Type *

Reason for Visit *

uuuuuuuu

Recommendation
Include a section that summarizes the call's purpose, or integrate this information with
the "Reason for Visit" section. This addition will provide better context, helping users

Patient Intake

stay focused during the intake process.

UX AUDIT REPORT

TeleCare

®—@2—@3—@a—b6 —k6—1

Transcription  Chat  Notes

Hp English ~ < Share & Download Ra Finish call

X

TeleCare is here! We will work together and fill this form within a few

minutes.

3

Hello Doctor, | am happy to connect you.
Ralph Edwards

00:03 min
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Audit Report/Insights

10) Unclear Visual Hierarchy

Findings

Low Severity

There's no clear visual hierarchy between the patient details form and the transcript

section. The transcript, which is likely the primary focus during a call, lacks visual

prominence.

@

¢ Patient Intake
Patient List / Patient Intake

3 Ralph Edwards Admission Date
o

All Patients  Active Patients  Inactive Patient ~ Appointments jal B (©) a Jim Shaw v

Call Duration

®—@2—@3—@a—b6 —k6—1

Hp English ~ < Share & Download Ra Finish call

Patient Notes

Reason for Visit

Visit Type *

Reason for Visit *

@ Checked & Verified

© Checked & Verified

Source of Information *

35Y, Male 03/12/2024 11:30 AM . Admission ® 00:03:33
. Transcription  Chat  Notes X
Personal Information
First Name * Last Name * DOB * TeleCare is here! We will work together and fill this form within a few
minutes.
MM/DD/YYYY B

g Hello Doctor, | am happy to connect you.
Ralph Edwards

5 ©® o | hiibi D

00:03 min

uuuuuuuu

Recommendation

Patient Intake

Enhance the visual prominence of the transcript section, possibly by using a distinct

background color. Alternatively, implement a collapsible patient details section to allow

the transcript to take center stage, facilitating better focus on the ongoing

conversation.

UX AUDIT REPORT

TeleCare
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