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1.0 [bookmark: _Toc243519580]Introduction

This report presents a complete UI/UX redesign for the WellCare Connect website, a UK-based digital healthcare provider. The current site has several problems, such as confusing navigation, an unclear booking flow and lack of emergency support. The aim of this report is to explain how these issues were identified and how a new design was created to fix them. The goal is to improve the overall user experience and help the business meet its target.
The report covers the full design process for a five-page interactive prototype. It includes research into the current issues, a mood board to define the visual style, simple layout wireframes to plan the structure and a final prototype built in Inkscape. The five pages are: Homepage, Check Symptoms, Video Call, Find Care, and My Visit. The report does not include the final coding of a live website. Instead, it delivers a fully designed and interactive prototype.
The design process began with building the layout in Inkscape, where I added the real colours, text and clickable links. To prepare for this, I created a mood board in Canva to set the visual style and drew wireframes in PowerPoint to plan the structure. WellCare Connect is a corporate healthcare website. The homepage builds trust and encourages new patient registrations, while the other pages act as a secure portal. This report shows how careful design solves real problems. It proves that good design makes healthcare websites faster, easier to use and more trustworthy.








[bookmark: _Toc243519581]2.0 WellCare Connect Website Issues and Proposed Solutions

The current WellCare Connect website has several major problems that make it hard for patients to use and trust. These problems fall into many areas including bad navigation, a lack of trust, poor accessibility, lack of social proof and lack of video call experience. This section looks at each problem in detail and suggests UI/UX solutions to fix them.
Therefore, the new redesign fixes all of these by adding a simple layout, clear trust signals, accessible buttons and a dedicated personal health dashboard.
[bookmark: _Toc243519582]Confusing Navigation 
The current website layout is disorganized which makes it hard for users to find basic information. Studies show that bad navigation is a main reason people get frustrated with health websites [1]. WellCare Connect has this problem and important services like emergency contacts are difficult to find. 
To fix this, the redesign uses a simple navigation bar with five clear links. Important services are placed directly on the homepage so users can find what they need without clicking through multiple pages [3]. This simple change reduces frustration and saves time.
[bookmark: _Toc243519583]Unclear Booking Flow
The current booking process has too many confusing steps, so users often give up because they do not know what to do next [1]. 
The new design fixes this by using a step-by-step process with a progress bar. This shows users exactly where they are and breaking the process into smaller steps reduces their anxiety [13]. As a result, booking an appointment booking is much faster to complete.
[bookmark: _Toc243519584] Lack of Visual Trust
The old-fashioned design and mixed branding make the site look unprofessional which lowers the credibility of the platform [4]. 
To fix this, the redesign uses a clean, medical look with a simple colour palette. It also includes trust badges like Secure and Private. These badges reassure patients that their data is safe [4]. In addition to this, professional appearance helps patients feel more confident using the service.
[bookmark: _Toc243519585]Lack of Social Proof
New users do not know if the service is reliable because there is no evidence that other patients use the platform. 
To address this, the homepage now features social proof by showing a star rating and a user count. Seeing that other people trust the platform reduces hesitation for new patients [14]. Consequently, this proves the service is widely used and trusted.
[bookmark: _Toc243519586]Poor Vision Accessibility
Users with visual impairments struggle to read the text and poor colour contrast makes the buttons hard to see [5]. 
To fix this, the design uses high-contrast text on white backgrounds. It also uses different shades of grey to separate sections. Additionally, an accessibility menu lets users adjust text sizes easily [5]. This ensures every patient can read the medical information clearly.
[bookmark: _Toc243519587]No caption for deaf patients
Deaf patients cannot follow video consultations because the current site does not offer captions [2]. 
To address this, a CC button is added to the video call page. This allows patients to read what the doctor is saying which ensures equal access to care for everyone [2]. This feature is essential for inclusive healthcare.
[bookmark: _Toc243519588]Slow Loading Speeds
Heavy images make the website slow on mobile devices which causes users to leave the site out of frustration [8]. 
To fix this, the new design uses lightweight graphics and a responsive layout, so the site loads quickly on all screen sizes [8]. A fast website keeps users engaged and prevents them from leaving.
[bookmark: _Toc243519589]Lack of Personalization
The current site does not offer personalized healthcare reminders and patients cannot easily access their own medical history. 
To improve this, the new My Visit page acts as a personal dashboard. Patients can view their diagnosis, download prescriptions and access their medical ID smoothly. Keeping health data in one place improves engagement [15]. It also gives patients full control over their health records
[bookmark: _Toc243519590]Unclear Emergency Buttons 
Emergency buttons do not stand out on the current site which makes it hard for users in a crisis to know what to click. 
To solve this, the primary emergency action is now a large red button placed in the centre of the homepage. Using a bold colour makes it impossible to miss [4]. Ultimately, clear buttons help users get urgent help faster.
[bookmark: _Toc243519591]Poor Video Experience
The current video feature lacks essential controls, so patients cannot turn off their camera if they feel uncomfortable. Additionally, deaf users cannot read what the doctor is saying. 
To solve this, the redesign introduces a dedicated video call page with clear controls for Mute, Camera Off, and Closed Captions. These features give the patient full control and ensure accessibility [5]. Consequently, a better video experience makes remote appointments more effective.
[bookmark: _Toc243519592]Lack of Emergency Support
Users cannot easily find a phone number for help which is frustrating for patients who are struggling with the digital service. 
To address this, a direct support phone number and email are placed in the footer of every page. Providing easy access to human support builds trust [3],[14]. It also gives users a backup option if the website fails.
[bookmark: _Toc242826966][bookmark: _Toc243519593]3.0 Responsive Design Implementation
Responsive design is a method for building websites so that they work well on any screen size, whether it is a phone, tablet, or desktop computer. According to Kumar and Singh, responsive design uses flexible layouts that automatically change to fit the user's screen [7]. This means the user does not have to zoom in or scroll sideways to read the page, which makes the website much easier to use.
[bookmark: _Toc242826968][bookmark: _Toc243519594]Implications for Improving User Experience
Responsive design has a big effect on how users feel when they shop online. Many e-commerce websites still have problems like confusing navigation and pages that do not fit properly on mobile screens [8]. Sunarmie, Pamungkur, and Elliyana found that these problems cause users to leave the site and abandon their shopping carts [8]. When a website is responsive, the shopping experience feels smooth and simple. Lucas, Lunardi and Dolci explain that when a mobile website fits the user's device, shoppers feel more in control and stay on the site longer [9]. This makes them more likely to complete their purchase instead of leaving the site.
[bookmark: _Toc242826969][bookmark: _Toc243519595]Implications for Increasing Mobile Sales
Responsive design also has a direct link to mobile sales. Dero and Askar studied what makes people decide to buy online and found that trust is a major factor [10]. If a website is difficult to use on a phone, it feels untrustworthy and customers are less likely to spend money. However, when a site works perfectly on mobile, it builds trust and makes the buying process faster and easier. Furthermore, most people now shop on their phones. A responsive website turns this mobile traffic into real sales. In contrast, a website that does not work well on mobile loses those customers to other companies [10].

[bookmark: _Toc242826970][bookmark: _Toc243519596]4.0 Implementation Section
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[bookmark: _Toc242826971][bookmark: _Toc243519601]4.1 Mood Board and Wireframe Design
[bookmark: _Toc243519602]The Mood Board
A mood board is a visual collection of images, colours, textures and fonts that helps a designer decide on the style of a project before building any screens. According to Perreault, a mood board is "a visual tool that communicates the intended aesthetic and emotional direction of a design" [11].
The mood board shaped the WellCare Connect design by setting the visual direction before any layout work started. It established a six-colour palette of white, black, light and dark grey, red, and teal.  It also defined the use of Arial fonts and a professional doctor image. Additionally, this early visual planning made sure every page of the prototype felt consistent, trustworthy, and clean, which fixed the brief's problem of mixed branding. This also avoided the use of random colours later, which kept the whole design feeling calm and professional.
In the design, the mood board was used to decide that Red would only be used for the emergency button, so it would stand out immediately.  The decision made the primary emergency action much clearer for the user. Additionally, visual hierarchy was applied by making the Red, emergency button, larger than all other elements, ensuring the user’s eye is drawn to the most critical action first. 
[bookmark: _Toc243519603]The Wireframes
A wireframe is a simple drawing that shows where elements like buttons, images and text will go on a page without any colour or detailed design [12]. According to the UX Design Institute, a wireframe is an outline of a webpage or app that shows its structure and layout [12]. It acts as a blueprint for the design before any coding or visual styling begins.
Before building the final design, the layout was first sketched by hand with added notes to test initial ideas [16]. This helped fix problems early, such as making the emergency button bigger and changing the word ‘Summary ‘to ‘My Visit’ for clarity and planning where to add trust badges and accessibility icons. The wireframes guided the WellCare Connect design by making the layout get tested and fixed before any colours were added. This meant that problems like where to put the emergency buttons and the navigation bar were solved early on. Additionally, this early structural work made the final design much faster to build in Inkscape and helped make the user journey clear and easy to follow. It also ensured the header and footer stayed the same on all five pages, which made the app feel consistent. This step was important because it prevented wasting time on visual details before the basic layout was correct.
In this design, the wireframes were drawn in PowerPoint first. This helped fix the position of the "Start Video Call" button before I opened Inkscape.


















[bookmark: _Toc243519604]5.0 Conclusion

This project taught me how important a clear design process is. Starting with research helped me understand the real problems patients face, like confusing navigation and a lack of trust. Creating a mood board and wireframes before opening Inkscape made the work much smoother, because I had a clear plan before adding colours or text. This stopped me from rushing and helped me make better choices. For me, the hardest part was choosing the right colours, because I wanted the design to look professional but still feel calm and friendly for patients.
The final prototype meets WellCare Connect's business needs. The new design makes the emergency buttons large and easy to find, which helps more patients book appointments and use the video service. It also builds trust through a consistent colour palette, a professional doctor image and clear badges like Secure and Private. Showing a high star rating and patient count also adds social proof, which reassures new users. Finally, it improves accessibility by adding closed captions, text size options and clear icons in the footer.
Overall, this project showed me that good design solves real problems, not just making a website look nice. By focusing on the user, I created a prototype that is faster, easier to use and more trustworthy. I believe this redesign would help WellCare Connect attract more patients and improve its reputation. It also gave me more confidence in using tools like Canva and Inkscape for future work.








[bookmark: _Toc243519605]References

[1] Healthwatch Enfield, "Patient-led Messaging on GP Websites," Healthwatch, 2025. [Online]. Available: https://nds.healthwatch.co.uk/reports-library/patient-led-messaging-gp-websites . [Accessed: 26 Sep 2026].
[2] M. Ji, P. Bouillon, and M. Seligman, "Translation Technology in Accessible Health Communication, UK: Cambridge University Press, 2023.
[3] S. D. Rahmawati and B. Prasetiyo, "Application of Lean UX and System Usability Scale (SUS) Methods in Redesigning User Interface and User Experience on Adella Hospital Online Registration Website,". 2024, [Online] Available:  https://pdfs.semanticscholar.org/45eb/ea3c37c378f53f1f137b242cc933a5002b82.pdf  [Accessed: 4 Oct 2026].
[4] W. Choi, S.-Y. Kim, and M. Luo, "Design Matters in Web Credibility Assessment: Interactive Design as a Social Validation Tool for Online Health Information Seekers," Asian Communication Research, 2022.
[5] W. Farhan and J. Razmak, "Prototyping and Testing an Accessible E-health Patient Portal Designed to Include Patients With/Without Vision or Hearing Impairments,”: Health and Technology, 2023.
[6] V. Vishnu, "A Multi-Tier Accessibility Evaluation Architecture for Healthcare Web Portals," Zenodo, 2023.
[7] A. Kumar and S. Singh, "Web Design Dilemma: A Comprehensive Guide to Adaptive and Responsive Design," IEEE, pp. 1-5 ,2024.
[8] Sunarmie, Pamungkur, and E. Elliyana, "Optimal Website Design Strategy in E-Commerce," Journal of Production, Operations Management and Economics, 2024. 
[9] G. A. Lucas, G. L. Lunardi, and D. B. Dolci, "From e-commerce to m-commerce: An analysis of the user's experience with different access platforms," Electronic Commerce Research and Applications, vol. 58, 2023. [Online] , Available:  From e-commerce to m-commerce: An analysis of the user’s experience with different access platforms - University of Wales Trinity Saint David  .[Accessed: 9 Oct 2026]. 
[10] S. Dero and M. I. Askar, "Antecedents to trust and a moderating role of website quality and online shopping experience," Market Forces, vol. 20, no. 2, Dec. 2026. [Online] , Available : Antecedents to trust and a Moderating role of website quality and online shopping Experience - University of Wales Trinity Saint David .  [Accessed: 9 Oct 2026].
[11] S. Perreault, "The Role of Mood Boards in the Design Process," Design Issues, vol. 38, no. 2, pp. 45–58, 2022.
[12] UX Design Institute, " What is Wireframing? A Complete Guide,”, 2022. [Online]. Available: https://www.uxdesigninstitute.com/blog/what-is-wireframing/  [Accessed: 11 Oct 2026].
[13] Y-T. Huang, T-H Wang, and C-Y. Lin, “Optimization of User-Centric Step Indicator for Digital Banking Interface”. Consumer electronics- China, pp35-36, 2024. [Online]. Available: Optimization of User-Centric Step Indicator for Digital Banking Interface - University of Wales Trinity Saint David . [Accessed: 16 Oct 2026].
[14] E. Sulistiyani, “Social Proof as a Leveraging Variable for Purchasing Decisions”, Matrik pp.33-44, 2025 [Online]. Available: Social Proof as A Leveraging Variable For Purchasing Decisions - University of Wales Trinity Saint David . [Accessed: 16 Oct 2026].
[15] E. Oleynik, “Patient portals: An Open Door to Patient Engagement”, The Journal of Hospital Ethics, vol.10, p.86. 2024.
[16] A. Martín-Mariscal, J. F. Fernández Rodríguez, and M. Aguilar Alejandre, "Integrated creative design process: The role of sketching in industrial design," Common Ground Research Networks, 2025. 




image4.png
Homepage

‘ Button

Text

Symptoms Video Find Care My Visit
maee
Text
Tex‘ Text Text

Text : social proof

Footer

: Text +icons





image5.png
Logo

Homepage

Symptoms

Video

Find Care

My Visit

Text

Text

Progress Bar

Button

Button

Button

Button

Button

|
Button

Text

Footer : Textand icons





image6.png
Homepage Symptoms Video Find Care My Visit

Text
Doctor Video Chat Box
UserVideo
Button ‘ Button ’ ‘ Button ’ ‘ Button ’

Footer :Text&icons





image7.png
Logo Homepage Symptoms Video Find Care My Visit
Text
Text
Map Image
Text
Text

Footer :Texts &icons





image8.png
Logo Homepage Symptoms Video Find Care My Visit

Text

Text Text Text

Text

Footer :Texts &icons





image9.png
WellCare Connect Homepage Symptoms Video Find Care My Visit

Your 24/7 urgent care partner

START VIDEO CALL

Find Emergency Care My Medical ID /

Wellcome to WellCare Connect |

WellCare Connect is your 24/7 digital health partner. We provide g el
immediate emergency care , virtual doctor visits and secure access
to your medical records - all in one place.

Why Trust WellCare Connect?

Our Vision
[ ] Accessible care for everyone
Secure & Private Expert Doctors 24/7 Availability

% % % % % Rated 4.9/5 by 20,000+ patients

»
@ Copyright 2026 WellCare Connect | Privacy Policy |X<] support@wellcareconnect.co.uk | \ Support: 0121 333 3333 ’7\ éj\




image10.png
WellCare Connect Homepage Symptoms Video Find Care My Visit

Your 24/7 urgent care partner

Check your symptoms: Answer a few quick questions so we can guide you to the right care.

Chest Pain Difficulty Breathing

-@ Note: This is a triage tool, not a medical diagnosis. For life-threatning emergencies , please
call 999 immediately.

BACK NEXT STE

Severe Bleeding

N
@ Copyright 2026 WellCare Connect | Privacy Policy |X<] support@wellcareconnect.co.uk | \ Support: 0121 333 3333 f? é.




image11.png
WellCare Connect Homepage Symptoms Video Find Care My Visit

Your 24/7 urgent care partner

Video Consultation: You are in the waiting room . A doctor will be with you shortly.

o 0 o

e ~ @ Type your message here ... =
\(]x Mute ) f‘ Camera off \EI cc ( )

BACK NEXT

»
@ Copyright 2026 WellCare Connect | Privacy Policy |X<] support@wellcareconnect.co.uk | \ Support: 0121 333 3333 ’}\ éj\




image12.png
WellCare Connect

Your 24/7 urgent care partner

Homepage Symptoms Video Find Care My Visit

Find Care Near You: Locate nearby emergency centres and check live wait times.

viasgow

United
orRy Kian'a'o‘n‘f
& RELAND
Isle of Man =
 Dublin o 2

2

CPs Y
merick } 9
P / ENGLA]

ND Amst
- Combridge
Cok WALES J\ A 3 b The Hague:
e ) )
= o
- s N
cardt L Antwel

'@' Note: Click ' Check-In Online' to secure your spot in the queue before you arrive. ‘

BACK

" Queen Elizabeth Hospital
20 mins

Q 2.4 miles away

CHECK-IN ONLINE

( Urgent Care Clinic

45 mins

Q 3.2 miles away

NEXT

N
@ Copyright 2026 WellCare Connect | Privacy Policy |X<] support@wellcareconnect.co.uk | \ Support: 0121 333 3333 ’7\ é.




image13.png
WellCare Connect Homepage Symptoms Video Find Care My Visit

Your 24/7 urgent care partner

My Visit Review your diagnosis, prescriptions and download your medical ID.

Diagnosis Prescriptions
Medical ID
Mild Chest Infection . Amoxicillin 500mg
Medical ID Card
. Paracetamol tablets 500mg

Download PDF Blood Type

( '6‘ Tip: Download your visit details or share them with your regular doctor or pharmacy. )

BACK BACK TO HOMEPAGE

N
@ Copyright 2026 WellCare Connect | Privacy Policy |X<] support@wellcareconnect.co.uk | \ Support: 0121 333 3333 f? é.




image1.png
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David




image2.png
¢ Tral| cslour (060
el Cace, Camect
77“\

Hovm/f)a%el gx\/)mfltoh’u | vi 0(004 Find Can | My Visic 8
2 A le\om%e f

S’&(myy\g\J
2





image3.png
Let's take care of health

bk




