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[bookmark: _Toc243596000]1. Introduction
Website usability influences how easily users find information, complete tasks and develop confidence in a digital service. This is particularly important in healthcare, where users may need to book appointments, access personal medical information or communicate with healthcare professionals. A confusing or inaccessible interface can create unnecessary difficulties for patients and discourage them from using online services.
This project focuses on redesigning WellCare Connect, a fictional digital healthcare platform providing appointment booking, virtual consultations, digital prescriptions and access to personal medical records. The existing website is described as having several problems, including confusing navigation, outdated visual design, limited mobile responsiveness, inconsistent branding, unclear booking processes and insufficient patient information. Further concerns include accessibility, trust, website performance, emergency information and the visibility of essential services.
The aim is to propose a more accessible, consistent and user-centred interface that addresses these problems while supporting the organisation's business objectives. These include increasing engagement, improving appointment-booking completion, encouraging subscription sign-ups and supporting patient retention.
The project follows a design process involving a mood board, five wireframes and an interactive prototype created in Inkscape. The final prototype contains five key screens: Home, Book an Appointment, Find a Specialist, Virtual Consultation and Patient Dashboard. The work focuses on interface design rather than developing a functioning website. The prototype demonstrates the proposed visual structure and navigation, but does not implement live appointment booking, real patient records or video consultations.
The report examines the identified website issues, explains the proposed design solutions and analyses responsive design in relation to user experience and mobile sales. It also discusses how the mood board and wireframes informed the final prototype.
[bookmark: _Toc243596001]2. Analysis of Current Website Issues and Proposed Solutions
[bookmark: _Toc243596002]2.1 Navigation and Information Architecture
The original website is described as having confusing navigation and making important services difficult to locate. In healthcare, users should be able to identify essential tasks without exploring several unrelated pages. Poor information architecture can increase cognitive effort, create uncertainty and make users less likely to complete their intended actions.
The redesign introduces a consistent navigation structure with clearly labelled sections, including Home, Find a Specialist and Appointments. The Home screen also presents key services through separate cards, making appointment booking, specialist searches, virtual consultations, medical records and prescriptions more visible.
This structure organises the interface around users' likely goals. For example, someone who needs to find a healthcare professional can navigate directly to the specialist section instead of searching through unrelated content. Consistent navigation across the five screens also helps users recognise the relationship between different services.
Gale et al. examined the usability of academic medical centre websites and identified accessibility, marketing, content quality and technology as relevant dimensions of healthcare website usability [1]. Their research supports evaluating a healthcare website as a complete user experience rather than focusing only on visual appearance. For WellCare Connect, clear navigation needs to work alongside understandable content, accessible controls and reliable functionality.
[bookmark: _Toc243596003]2.2 Visual Design and Branding
The existing website is described as visually outdated and inconsistent. When pages use unrelated colours, typography and layouts, users may find it harder to recognise them as parts of the same service. An inconsistent presentation can also weaken the professional impression a healthcare organisation aims to create.
The redesign uses a visual direction called Digital Wellness. The colour palette combines warm white (#F5F3EF), navy (#19283F), lavender (#A9A6F5), soft blue (#B9D9E8) and sage green (#D5E6D1). Warm white provides a neutral background, while navy establishes hierarchy for headings and navigation. Lavender, soft blue and sage green add softer accents to support a calm, approachable appearance.
Consistent typography, spacing, rounded components and card layouts are used across the five screens. These elements distinguish headings, supporting information and interactive controls. The WellCare Connect logo incorporates a heart-and-pulse motif to communicate the healthcare context.
Typography should support readability rather than act as decoration alone. Vecino et al. investigated serif and sans-serif typefaces on an e-commerce website prototype involving 246 participants. Their study found no evidence that the tested variations affected reading speed or overall usability [2]. This finding reinforces the importance of considering typography alongside text size, contrast, spacing and information hierarchy.
The visual identity aims to balance a modern digital appearance with the reassurance expected from a healthcare service. Its effectiveness would need to be evaluated with users rather than inferred from appearance alone.
[bookmark: _Toc243596004]2.3 Appointment Booking and Calls to Action
Appointment booking is a central function of WellCare Connect. If the booking process is unclear or presents too many decisions at once, users may abandon the task before completion. Important actions therefore need to be visible, understandable and presented in a logical sequence.
The Home screen includes a prominent “Book an Appointment” call to action. The booking screen presents a four-step progress indicator: Specialist, Date & Time, Details and Confirm. It also displays a list of specialists, a selected-specialist panel, a calendar and a button labelled “Next: Choose Time”.
The progress indicator makes the stages of the process visible, helping users understand what they have completed and what comes next. The specialist list and calendar separate two different decisions, while the primary button makes the next action easy to identify.
Descriptive labels are more informative than vague terms such as “Click here”. Labels such as “Book an Appointment” communicate the intended action before a user selects the button. Separating primary actions from supporting information also helps users identify the most important next step.
These design choices may make the booking journey easier to understand. Any improvement in booking completion would need to be measured after implementation.
[bookmark: _Toc243596005]2.4 Accessibility and Responsive Design
Accessibility matters because users have different visual, motor and cognitive needs, as well as different levels of digital confidence. A healthcare website should not assume that every patient uses the same device or interacts with a screen in the same way.
The redesign uses clear headings, readable typography, consistent navigation, descriptive labels and visually distinct controls. These choices aim to make information easier to scan and essential actions easier to locate.
The Web Content Accessibility Guidelines (WCAG) 2.2 provide recognised recommendations covering the perceivability, operability, understandability and robustness of web content [3]. The proposed design uses these principles as a reference. A production website would still require checks of colour contrast, keyboard navigation, visible focus indicators, alternative text and screen-reader behaviour.
Alajarmeh's cross-country study of public health websites identified accessibility barriers, particularly in information perception and interface operability [4]. This highlights the importance of designing healthcare interfaces in which information is understandable and controls can be used by people with different abilities.
Responsive design is also important because patients may access services through desktop computers, tablets and mobile phones. The page structures in the prototype establish a visual hierarchy that could be adapted to smaller screens. Implementation would require flexible layouts, readable text, appropriately sized controls and content that adjusts to the available screen width.
[bookmark: _Toc243596006]2.5 Trust, Privacy and Patient Information
Trust is particularly important in digital healthcare because patients may access sensitive information or make decisions about their care. Users need to understand what a service offers, where to find support and how their personal information is handled.
Yin, Law and Neyens investigated user trust and access in electronic health record patient portals [5]. Their research provides relevant context for designing interfaces that patients can understand and feel confident using. For WellCare Connect, the proposed design aims to make services easier to find while maintaining a consistent and professional appearance.
The Patient Dashboard provides a central layout for personal healthcare information and access to related services. A fully developed version could include upcoming appointments, prescription information, medical records and relevant reminders. Clear labels and a predictable structure would help patients identify where information is located.
Scheckel et al. reviewed research on patient portals and identified their potential to support patient engagement and self-management, alongside usability barriers that may affect their continued use [6]. A dashboard should prioritise relevant information and provide straightforward access to essential functions.
Reynolds, Ali and Zheng reviewed patient and caregiver suggestions for improving patient portals. Their findings highlighted the importance of useful information, usability, patient control and communication with healthcare professionals [7]. These findings support a design process centred on patients' practical needs.
Features proposed for a complete implementation include clear privacy information, accessible contact details, explanations of how personal information is used and visible routes to support. Emergency contact information should be easy to locate without being confused with routine appointment-booking options. Any real patient data would require appropriate security, access controls and privacy safeguards.
[bookmark: _Toc243596007]2.6 Performance, Personalisation and Engagement
The brief also identifies slow loading, ineffective calls to action and limited personalisation. These problems can make a website less convenient and discourage repeat use.
A complete implementation should optimise image sizes, reduce unnecessary scripts and test performance on mobile networks. Personalisation could include appointment reminders, prescription notifications and links to relevant services based on patients' needs and preferences. Notifications should be useful, clearly explained and designed to protect sensitive information.
The Patient Dashboard could encourage continued engagement by presenting upcoming appointments and relevant actions in an organised format. The Home screen's service cards also improve the visibility of the platform's main features.
For the organisation, a clearer booking journey and more discoverable services may support appointment completion, subscription sign-ups and patient retention. These are potential business benefits, not measured results. They would need to be evaluated through usability testing and analytics after implementation.
[bookmark: _Toc243596008]3. Responsive Design in E-Commerce Websites
[bookmark: _Toc243596009]3.1 Principles of Responsive Design
Responsive design allows a website's layout and content to adapt to different screen sizes and device capabilities. Instead of creating a completely separate experience for every device, designers use flexible layouts and appropriately sized components to preserve usability across different viewports.
Important techniques include flexible grids, scalable images, media queries, readable typography and controls suitable for touchscreens. Responsive design also requires decisions about which information and actions should remain prominent when screen space is limited.
These principles are particularly relevant to e-commerce websites, where customers browse products, compare options and complete purchases using different devices. If navigation is difficult, text is too small or forms are inconvenient to complete, customers may abandon the purchase process.
Kumar's research on mobile-first usability guidelines for responsive e-commerce websites provides a basis for considering mobile users during interface planning [8]. A mobile-first approach encourages designers to identify essential content and actions before expanding the layout for larger screens.
[bookmark: _Toc243596010]3.2 Impact on User Experience and Mobile Sales
Responsive design influences how easily customers browse products, compare options and complete purchases across devices. Its commercial importance is reflected in mobile shopping statistics. We Are Social's Digital 2025 report estimates that mobile devices accounted for 51.4% of global online consumer-goods purchases in 2024 [9]. This figure demonstrates why businesses need to provide a usable shopping experience on mobile devices.
However, mobile traffic does not automatically translate into completed purchases. Baymard Institute reports an average documented e-commerce cart abandonment rate of approximately 70.22%, calculated from 50 different studies [10]. This figure covers online shopping overall, not mobile shoppers alone, and many abandoned carts reflect ordinary browsing rather than a design failure. Nevertheless, it illustrates the difficulty of converting shopping activity into completed transactions.
Responsive layouts can help address usability barriers by keeping content readable, navigation predictable and controls easy to operate. Clear product information, understandable checkout steps and forms that avoid unnecessary fields can also reduce friction.
Research by Petersen et al. examined how mobile-commerce interface characteristics affect perceived ease of use and consumer behaviour. Their study of 560 participants found that positive colour contrast, generous line spacing and a sans-serif typeface were associated with greater perceived ease of use in the tested outdoor shopping context. The combination was also associated with higher purchase intentions, revisits and recommendations [11]. The findings show that interface choices can influence consumers' responses, although they do not establish that any single design feature will increase sales in every context.
Actual sales outcomes also depend on pricing, trust, payment options, product relevance and the complexity of the transaction. Responsive design is therefore one part of a wider strategy for improving the online customer journey.
For WellCare Connect, the equivalent of a completed purchase is a patient successfully progressing through an appointment-booking journey or registering for a relevant service. The interface should make important actions easy to find and the booking process straightforward. Healthcare differs from retail, so e-commerce findings inform the design approach but cannot directly predict healthcare conversion rates.
[bookmark: _Toc243596011]3.3 Application to WellCare Connect
The responsive design principles discussed above inform several elements of the proposed interface.
First, the Home screen prioritises the main services and presents a prominent appointment-booking action. In a responsive implementation, the navigation could adapt to a compact mobile menu while keeping essential actions accessible.
Second, the booking screen presents the process as a sequence of stages. On smaller screens, the specialist list, selected-specialist information and calendar could be arranged vertically rather than side by side. Buttons would need sufficient size and spacing for touch interaction, while calendar controls would need to remain readable.
Third, the Find a Specialist screen should make names, specialities and availability easy to scan. Search and filtering controls would need to remain accessible on mobile devices.
Fourth, the Virtual Consultation screen should present preparation instructions and essential actions in a clear order. A production service would also need to consider device permissions, connection quality, privacy and accessible alternatives.
Finally, the Patient Dashboard should prioritise relevant information and avoid presenting too many competing elements at once. Responsive cards and a clear information hierarchy could help patients locate appointments, prescriptions and records across devices.
These adaptations describe how the designs could be developed further. The Inkscape prototype establishes the visual structure and linked navigation between screens; adaptive layouts would need to be implemented and tested across mobile, tablet and desktop screen sizes.
[bookmark: _Toc243596012]4. Design and Implementation Process
[bookmark: _Toc243596013]4.1 Mood Board
The first stage of the design process was creating a mood board based on the concept of Digital Wellness. Its purpose was to establish a visual direction before developing individual pages.
The selected palette combines warm white, navy, lavender, soft blue and sage green. These colours were chosen to create a calm, modern and approachable interface while distinguishing page backgrounds, headings and interactive controls. The heart-and-pulse logo reinforces the healthcare context.
The mood board also informed typography, spacing and the use of simple layouts and rounded components. Establishing these choices early provided a common visual reference for the wireframes and final prototype.
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Figure 1 Digital Wellness mood board

The mood board served as a design guide rather than a finished interface. It communicated the intended visual identity and helped maintain consistency during the later design stages.
[bookmark: _Toc243596014]4.2 Wireframes
Five low-fidelity wireframes were created in Inkscape after the mood board. They represent the proposed Home, Book an Appointment, Find a Specialist, Virtual Consultation and Patient Dashboard pages.
The wireframes use simple shapes and placeholder content to focus on page structure rather than decorative styling. This made it possible to plan the placement of navigation, headings, content areas and buttons before applying the final colour palette.
The Home wireframe prioritises the main call to action and service categories. The booking wireframe organises the appointment journey into stages. The specialist page focuses on discovering healthcare professionals, while the virtual consultation and dashboard wireframes organise the information relevant to those tasks.
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Figure 2 Home page wireframe
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Figure 3 Book an Appointment wireframe
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Figure 4 Find a Specialist wireframe
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Figure 5 Virtual Consultation wireframe
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                                                      Figure 6 Patient Dashboard wireframe

The wireframes separated structural decisions from visual styling. The location and hierarchy of content could be reviewed before colours, branding and decorative elements were added. They also provided a reference for checking consistency between the initial plans and the finished screens.
[bookmark: _Toc243596015]4.3 Interactive Prototype
The final design stage involved creating five higher-fidelity screens in Inkscape. The screens apply the Digital Wellness visual identity and include navigation, headings, cards, labels and calls to action relevant to each page.
The Home screen introduces the platform and presents its main services. The Book an Appointment screen displays a specialist-selection layout, calendar and progress indicator. The Find a Specialist screen is designed to help users discover healthcare professionals. The Virtual Consultation screen presents the proposed consultation area, while the Patient Dashboard provides a central layout for personal healthcare information and related services.
Links between the SVG screens demonstrate navigation through the proposed interface. Users can move between the designed pages and explore the intended information structure.
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Figure 7 Final Home page design
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Figure 8 Final Book an Appointment design
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Figure 9 Final Find a Specialist design
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Figure 10 Final Virtual Consultation design
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Figure 11 Final Patient Dashboard design
The prototype demonstrates the interface and linked navigation rather than a functioning healthcare application. It does not confirm appointments, connect patients to real specialists, conduct video calls, issue prescriptions or retrieve medical records. Those functions would require further development and integration with appropriate systems.
Inkscape was used to meet the requirement for an interactive design deliverable without developing a coded website. The SVG files preserve the editable design elements and can be included in the Task 1 submission alongside the exported images.
[bookmark: _Toc243596016]4.4 Relationship Between Design Stages
The mood board, wireframes and interactive prototype form a connected design process. Each stage addressed a different aspect of the project.
The mood board established the visual direction and helped maintain a consistent identity. The wireframes translated that direction into page structures and content hierarchy. The final prototype applied the visual style to five screens and introduced links to demonstrate navigation.
This sequence helped keep the design focused on the project objectives. The same palette, typography, spacing and navigation principles were carried across the interface rather than designing each screen independently.
The process also demonstrates the value of creating a prototype before implementing a complete website. It communicates the proposed layout and user journey without requiring a functioning backend. Reynolds, Ali and Zheng's systematic review found that patients and caregivers value useful information, ease of navigation, greater control over health information and improved communication through patient portals [7]. These findings reinforce the importance of considering patient needs during interface design.
The project has limitations. No formal usability testing or accessibility audit was conducted, and the design has not been evaluated across different viewport sizes. Future work should involve representative users completing tasks such as finding a specialist and progressing through an appointment-booking journey. Feedback could identify navigation problems, unclear labels and accessibility barriers. A developed version should also be tested on mobile, tablet and desktop devices.



[bookmark: _Toc243596017]5. Conclusion
This project developed a proposed UI/UX redesign for WellCare Connect, a fictional digital healthcare platform. The work addressed the main issues identified in the brief, including confusing navigation, outdated visual design, inconsistent branding, unclear booking flows, accessibility, responsive design, patient information, trust, performance and engagement.
The redesign followed three main stages: a Digital Wellness mood board, five low-fidelity wireframes and a five-screen interactive prototype created in Inkscape. The mood board established the visual direction, the wireframes organised content and page structure, and the final prototype applied a consistent design system and linked the screens to demonstrate navigation.
The report also examined responsive design in e-commerce and considered how mobile usability relates to user experience and sales. The statistics show that mobile devices account for a substantial proportion of online purchases, while cart abandonment remains a significant challenge. Although healthcare differs from retail, both contexts benefit from interfaces that make essential information and actions easy to locate. For WellCare Connect, a clearer booking journey, accessible service navigation and a well-organised patient dashboard could support task completion and engagement.
The main outcome is a visual and interactive design proposal, not a functioning website. Live booking, medical records, video consultations, prescriptions, security controls and responsive behaviour remain outside the prototype's implementation. Further work should include responsive development, accessibility checks, performance optimisation and usability testing with patients who have different levels of digital confidence.
Overall, the project demonstrates how a structured UI/UX process can translate identified user and business problems into a coherent interface proposal. It also highlights that effective healthcare design requires more than visual consistency: it depends on usability, accessibility, trustworthy information and evaluation with users.
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