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Research Overview

(]

COMPARATIVE / COMPETITIVE
ANALYSIS

/Q"‘D

USER TESTING/
INTERVIEWS

A

SYNTHESIS

e Researched competitive
landscape

e Reviewed 4 products to
deep dive into
onboarding experience
Ul

e Reviewed material from
popular online and
hardcopy content on
chronic pain

5 Users to test PainFree
onboarding

Surveyed on pain
experience

10 users surveyed to
extracted excerpts to
test for trustworthiness
and relatability

Summaries of competitor
onboarding

User testing highlights

Prioritized onboarding
feedback based on
impact and feasibility

Provide key takeaways
for establishing tone and
messaging



Content

1. Comparative / Competitive Analysis
2. PainFree User Testing
3. Highlighter Testing

4. Key Takeaways



Effectiveness of Onboarding

v 00 ®

HEADSPACE

App Curable Mend Duolingo Headspace
ONBOARDING
................................. A o 4o Y S Ry
Onboarding Type : Account-Focused : Account-Focused : Account-Focused : Account-Focused

Clear Value Proposition

Usage Customization

Program Personalization

Onboarding Progress Indicator v X V4 X
*Benefit-Focused: Explains the 2-3 core benefits and how to achieve that benefit via the site / product / app. A
*Function-Focused: Explains the 2-3 core functions of the site / product / app and how to use them. Analysis Key:
*Doing-Focused: Walks the user through the first or most common actions.
*Account-Focused: Walks the user through the account / profile creation process, including finding and adding friends or interests. ul Analysis :]

*Heuristics can be mental shortcuts that ease the cognitive load of making a decision.

Content Analysis :
e
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We've Been Where You Are,
And We Know How to Help

Curable's programs are developed by

former pain sufferers, physicians and

© Ir ¥4 u58%

Shift Your Mindset

Our science-based education will give
you the insight you need to think

differently about your pain, your

© Or ¥4 u58%

Take Back Control

Curable hosts the world's largest
collection of guided, evidence-based

exercises for chronic pain relief.

pain experts. body, and yourself.

curable fff a8

Content presents competitive
differentiator with “largest
collection.” Image previews chat
experience and shows
personalized experience for user.

Progress indicator used which allows
back and forward nav. Content
reinforces authoritative medical
approach and desired outcome of use.
Image shows user preview of Curable
experience.

A message from the Curable
community greets users. Establishes
affinity and authority of content to
follow. Use of “physicians”
encourages user trust.

Curable splash page uses soothing
blue-green color and progress
modal indicates the 5 onboarding
screens that form the initial
introduction to Curable




Curable

© O W4 u58%

Let's Design Your
Unique Pain Plan
Clara, your virtual smart coach, will set

up your account and recommend the
techniques most likely to work for YOU.

A

[
Tap to Start

“Pain Plan” isn’t a great choice for
copy. Clara appears to guide user
through account personalization and
set up.

@ search atl = 3:05 PM < © 84% wm)

curable

. Welcome to Curable

Tap Here to Start

@ Search at! & 3:05 PM < @ 84% wm)

curable

. Welcome to Curable

Hi there .

I'm Clara, and I'm more than just the

tour guide around here...

I'll also be your personal pain relief

%,

coach

3:06 PM v 9 82% mm

@ Search mt! &

curable

Sorry to hear that... | know how

frustrating it can be

I'll see what | can do to help you find

some relief

A little bit about me: I'm a smart

coach designed by pain experts

I'm here to guide you along the

Chat interface supports both freetext
and provides tappable responses,
speeding up the process and
engineering better engagement vs.
something like a survey.

Clara guides the user through a series
of questions about pain causes,
severity and medical diagnoses.
“Typing” affordance used to mimic
sense of real conversation.

Clara sends memes to drive affinity,
engagement and lighten the mood
while discussing the sensitive topic
of pain.




Curable C

Search wll & 3:06 PM v @ 82% mwm) | |@ Search wll & 3:06 PM v O 82% mm) @ch w7 3:07 PM v © 82% mm) Search wll & 3:07 PM v @ 82% )
Sound good?
curable log in curable log i 3 curable

e Tere e ghlde Du oy the we can go to aaa anotner name 1o

s 5 . . : that list!

journey... starting with pain science Great - be on the lookout for an email

education, then moving onto tools & @ What's your email address? £ e e lsie

techniques for relief -

What would you like to use as a
is isn' i i fi Alright, | like your style &3 .
This isn't my first rodeo either... I've [e] V7 yle & password to log back in? Z.
helped thousands of pain sufferers . Great - be on the lookout for an email
. Oh! And one more thing...
learn and apply these techniques! from Curable

As much fun as I'm sure you're havin
@ So stick with me, and let's see what oy g

we can do to add another name to
that list!

What would you like to use as a

talking to me, | don't want you to lose
password to log back in? Z.

your progress and have to start this
conversation all over again

Okay, great

Obvious side note: If you haven't

> already, be sure to consult with a

X }imm Password
If you can share your email address, doctor about your pain to rule out

I'll save your spot as we go along. | ? P d any life-threatening conditions
asswords

promise | will never share it with
@ You can see a full version of our

q w e r t y u | o p R terms and conditions here or in the
@ Sound good? side menu

SRR
.zxcvbnm

anyone.

Username and password set up Terms and conditions also in
exists in chat Ul instead of sign Chat UL.
up form.

Clara sets expectations for flow of ~ User encouraged to enter email to
setup and information gathering. avoid losing progress.



Curable

Search aitl & 3:31PM

X

{0: Settings

il Verizon ®ctor abouB¥3@Mpain to rufé &% mm)
any life-threatening conditions

~

You can see a full version of our
terms and conditions here or in the

side menu

It seems I've forgotten my manners
and missed the most important
question!

What's your name? Z.

e

X Immi Message >

QWERTYU I OFP

OZXCVBNME

B~

First name collected as part of set
up conversation.

space

C

=) Expert

7 @ 81% mm)
() Recovery Stories
E“ Tech Support
It s€ (1) Logout y manners
an ortant
question!

What's your name? Z.

Alright Lilly ... you're all set up!

Let's keep moving...

The last step is to complete your pain
profile

It's just a few quick questions that will
help me make the program more
useful for you

Sounds good

il Verizon & 3:08 PM

= curable

Okay, let's do it...

First things first... what type of
chronic pain symptom(s) do you
experience? Z.

Thank you for sharing that...

Have you ever been told that any of
your pain results from something
structural?

...Like something abnormal you might
see on an MRI?

v @ 80% mm)

wtl Verizon = 310PM < @ 80% wm)
Have you ever been told that any of
your pain results from something

structural?

%,

...Like something abnormal you might
see on an MRI?

Got it...

Now, what do YOU believe to be the
root cause of your pain(s)? Z.

%,

~-

X L( nd Message >

| Hey I'm

User primed for series of
questions about their personal
experience of pain. Hamburger
menu

Diagnostic question likely to
determine what type of
Curable content is most
appropriate for user.

Clara asks user to share their own
perspective on pain cause.



Curable

il Verizon & 3:11PM

Got it...

@ Now, what do YOU believe to be the
root cause of your pain(s)? Z.

Noted

On a scale of 0-10, please rate your
pain by choosing the one number
that best describes your pain on the

v @ 80% mm )

AVERAGE. Z.
X Enter a Number >
1 2 3
ABC DEF
4 5 6
GHI JKL MNO
7 8 9
PQRS TUuVv WXYZ
0 <)

Pain severity collected but not in
context of daily pain or frequency
of pain.

il Verizon [ted 3:11PM

@ On a scale of 0-10, please rate your
- pain by choosing the one number
that best describes your pain on the
AVERAGE. Z.

Last question and then we will start
the lesson!

How did you find your way to

v @ 80% mm)

wil Verizon & 3:11PM 7 @ 80% )

= curable

~*  Curable? Z.

X }wr'vi Message >

| Hey I'm

QIWIEJR|IT]IYU] I

Question asked to determine user
acquisition path.

Alright then, let's do it

Get your nerd goggles on

The Basic

Neuroscience of Pain

More memes used but this one is
likely intended to prime the user
for the context delivered, which
is scientific and “nerdy.
Hamburger menu appears.

The Basic Neuroscience of Pain

Transcript

User lands in first lesson about
the neuroscience of pain and has
the option to read the transcript
of the lesson as well.




Curable

Summary:

e Ul usessoothing color palette; Typography is casual and modern.
Animated chat character fits typography style however imagery on
audio playback is more serious than other design themes making the
look and feel slightly confusing.

welcome to

curable

e Frames problem as “pain” and uses “pain plan” and “personal pain
relief coach” and “unique pain plan” rather than focusing on relief, or
curing pain - seems contradictory to product name.

e Toneis authoritative yet conversational




Curable

Summary (cont):

e Onboardingislong so Curable attempts to make the onboarding as
sticky and engaging as possible using chat Ul and mimicking the
experience of being in conversation with someone - this may help
users feel less inclined to abort the onboarding experience

welcome to

curable

e Chat experience handles both free text and affords buttons for
responses to speed up account set up

e Onboarding does not include app tutorial and hints only at
“evidence-based exercises”, “science-based education” and
“programs” designed by experts.




Mend

To mend is to transform.

Listen to an audio message from our
founder Elle.

Is this an emergency?

START MENDING

Already Mending? Sign In.

Launch screen has several
CTAs: listen to intro from
founder, sign-up and a CSR for
those who may be experiencing
acrisis.

@ Mend wi! T 1:43 PM v © 55% @ )

& letsmend.com ©

To mend is to transform. mend blog

Listen to an audio message from our

founder Elle.
Get Help
@ is not intended to be a substitute)
professional advice, diagnosis, treatment,

medical treatment, psychotherapy, counseling,
or mental health services. Always seek the
advice of your physician or other qualified
health provider with any questions you may
have regarding any mental health symptom or

Is this an emergency?

medical condition. Never disregard

professional psychological or medical advice
or delay in seeking it because of Mend.

START MENDING

Already Mending? Sign In.

lease call 911 immediately if you believe that
2
L]

L] A

If user clicks the audio playback If user clicks on emergency link,
button, a 39 second intro primes user screen displays statement of
with Mend value prop intended use for Mend

3

men

Hil I'm Elle, and I'll be your guide
through your breakup. I'm glad you
found your way here. Let's get you
set up! First things first. What do your
friends call you?

4 Z X CVBNM KX

123 @ O space
If user selects Start Mending, sign-up
process starts via chat interface with
virtual version of Elle, Mend’s
founder.



Mend

mend

@

/ set up! First things first. What do ,N

friends call you?

Lilly

It's so nice to officially meet you Lilly .
Before we get started, how did you
hear about Mend?

mend

March 21, 2019

I'm so sorry to hear that but glad
we're getting you on the mend. If you
had to choose one main reason for
breaking up, which of these fits best?

@

mend

March 21, 2019

I'm so sorry to hear that but glad
we're getting you on the mend. If you
had to choose one main reason for

3

mend

your breakup impacting your ability
to live daily life (1= not impacting, 5 =
severely impacting)?

breaking up, which of these fits best? @ Well, we're here to help get that
number even lower.

Commitment

@ Thank you for letting me know. Nexm

when was the last time you had any
contact with your ex (real life, text,
Insta, Snap, etc)?

A friend Commitment

@ We have two last questions which
will help us personalize your training
program. First, which of the following
do you identify with?

@ Thanks for sharing! To help you
better mend, I'm going to ask a few

questions. For starters, what best
describes your relationship status? Infidelity

Incompatible lifestyle

Single Done Female

Fell out of love

@ When was your breakup? Male
\ / Distance March 21 2019
March 21, 2019
| don't know \ ) Other

Empathy is extended but user is User is asked to rate the level of impact
redirected to focus on desired the break-up is having on their life,
outcome to “mend”. Cause of with contextual response given based
breakup requested. on answer. “Two last questions” primes
user for end of onboarding.

Account name, relationship
status, break-up date and path to
sign-up requested via
conversation with Elle.

Date of last contact with “ex” is
requested with examples of what
type of contact was had using
youthful vernacular to describe
communication channels.



Mend a

mend mend mend R mend =

@ Every day you'll check in, listen to an
audio training, and then journal. We
ask a few of the same questions

4 Female

And now, create a password. Don't

)

@ Well, we're here to help get that @ Got it. Last one. When is worry, | won't look! every day so that we (and you) can
number even lower. your birthday? get a sense of your progress. So,
take this moment to check in with
Just to be safe, go ahead and type yourself: How are you feeling today?

@ We have two last questions which March 21, 2019 it in one more time. You know the

will help us personalize your training drill!

program. First, which of the following @ Great! To save your breakup data @ @ @ @

do you identify with? and chart your progress, you'll need

an account. Oops! Those passwords don't match.

Enter it one more time for me.

Female

i , 5
What's your email address? Just to be safe, go ahead and type

@ Got it. Last one. When is @

& © O ©

your birthday? it in one more time. You know the
lhanscom@tradecrafted.com rll
Done
@ | want to double check | got that Thank you and welcome again! You
right. Is your email are now officially a Mender! Ready
M h 21 2019 lhanscom@tradecrafted.com? for your first training?
arc
Email requested as last step - this is . . .
- Account creation finished with
Unclear why this is asked - i i i i . . .
> . user’s breakup. “Two last questions”
demographic information or for their use of the app is more important primes user fc?r end of onbcéarding
email marketing at later date. ievi ien- . ’
g than achieving the sign-up goal for Account icons appear.

Mend.



Mend 3

i) mend E
[TL mend E X X =y
) mend =3 e N
R P o0
1 1 i) . P
DwsweE | oweNE s @ Every day you'll check in, listen to an We Broke Up Yesterday

audio training, and then journal. We
ask a few of the same questions

3 every day so that we (and you) can Taking The First Step Taking The First Step
get a sense of your progress. So,
take this moment to check in with

Q seARCH

e 1 pibi e Welcome to The Heartbreak Cleanse for Welcome to The Heartbreak Cleanse for
o yourseli: How/arelyouteeling tocays J commitment related breakups. Ready to start commitment related breakups. Readly to start usron
Mending? Mending?

: Q38 ¢ UM
. ’ Heartbreak Hygge: 7 Ways To Cozy Up
Your Home Post Breakup

@ No matter how you're feeling today
remember that you're on the mend.

@ It only takes a few minutes to make a
huge leap in your Mending process.
Press play to begin today's audio

training: "Taking The First Step” 0:00 3:53
o
§
15 @ 90%
User is introduced to how Mend User lands in first lesson which Audio lesson progress indicator.
works and what their daily lasts 3:53 seconds. No
commitment will be to making transcript is provided.

progress with the program.



Mend

To mend is to transform.

Listen to an audio message from our
founder Elle.

Is this an emergency?

START MENDING

Already Mending? Sign In.

Summary:

Ul is very simple, minimal and gender neutral. Color palette is
somewhat atypical in terms of apps that cater to relationships.
Iconography is also very simple and even basic. Flat design
used throughout.

Tone conveys empathy but focuses squarely on core value
prop of healing from a breakup.

Chat experience is also used here to provide a more dynamic
set-up process and extract information from the user in a more
sticky and engaging way. This trend continues to support
onboarding flows that are slightly more complex.

Mend does a better job of communicating the daily program
and what will be asked from the user to complete the process
of “mending” with the product.

Choice to have audio greeting on splash helps user determine
motivation to sign up and land quicker after account set up.


https://en.wikipedia.org/wiki/Flat_design

Duolingo

© ¥4 083%

duolingo

Learn a language for free. Forever.

GET STARTED

| ALREADY HAVE AN ACCOUNT

< ® |

Splash screen displays clear value
prop and allows account creation
or sign-in.

- e

Duolingo has created an adorable
animated loading screen featuring
its bird mascot. Great use of
branding to drive brand affinity.

8:10 © ¥4 083%

[I want to learn..]

-— .
[} Spanish

' . French
- German

' ' Italian

E English

Japanese

&}
a Chinese
(]

Russian

7S
Korean

< ® a

Shows user the large number of
languages supported. Progress bar
indicates length of onboarding.
Using first person reinforces user
motivation for installing app.

8:11 © ¥ 083%
.
Pick a goal
Casual 5 minutes a day
[ Regular 10 minutes a day
Serious 15 minutes a day
Insane 20 minutes a day

You can always
change this goal
e later
-

CONTINUE

Personalization of usage goal with a
reminder that user can change it
later decreases cognitive load for
what type of commitment user has
to make.




Duolingo

8:11 © 9.4 183% ] i 52%

Choose a path

] New to Spanish?
Start here with the Basics
Your hard work is paying off!
® @

>

Already know some

Spanish? . . i
Duolingo is the world’s largest community

Try this PL t Test !
ry this Placement Tes of Temgnsge lsarhErs Lesson Complete! 10 XP

\ j You are 10 XP away from your daily goal

CONTINUE CONTINUE

Second option for personalization Doing-focused onboarding lets UX writing uses positive Large progress indicator displays
using heuristics on bird character to people engage with the product reinforcement to encourage users traction and reinforces the
communicate beginner vs immediately. to press with learning and validates investment already made in the
intermediate levels. Duolingo use by highlighting their product.

market leadership in the category.




Duolingo

9:59 O Pd4d091%

/ \ Create a Profile

27

Email

k\‘ame

Password
® &

Name must be 1-30 characters
Please enter a valid email address
Password must be a least 6 characters

Create a profile to save your progress and
. . CREATE PROFILE
continue learning for free.
CREATE PROFILE

Time to create a profile!

LATER
Account creation at the end of Provides detailed instructions for
activity-focused onboardingis a filling out the input fields properly.

user-focused design choice making
sign-ups more qualified and motivating
users to save their work.




Duolingo m
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Summary:

e Duolingo does a great job of making the onboarding experience fun,
entertaining and action-oriented.

T e Onboarding embeds the first user experience of a language lesson,
uotingo making the user invest time and energy in their goal to learn and
Learn a language for free. Forever. increasing likelihood of account creation after onboarding.

e Use of bird character is leveraged to speed up user decisions around
usage, lesson level, account creation and affirm user progress.

e Value prop is clearly communicated on splash screen and reaffirmed

through brief message about Duolingo’s market leading status.

e Progress bar keeps user informed throughout onboarding about where
they are in the process and shows Duolingo values user’s time.

| ALREADY HAVE AN ACCOUNT

< ® a




Headspace

@ search wll = 2:06 PM 7 @ N 49% @ )
‘ HEADSPACE
(o Y
Show your mind
L some love )

fd)@é\
an
_ 1 y,

SIGN UP
( | HAVE AN ACCOUNT )

“Show your mind some love” explains the
value of Headspace and affirms the user’s
choice to do something healthy.
Animations and illustrations throughout
bring a sense of playfulness and fun to the
often austere practice of meditation

wil Verizon

< Sign up

Lilly v
Hanscom v
'mail add

lhanscom@tradecrafted.com v
vyfsin-fixtif Strong Password %«

By continuing, you agree to Headspace’s Terms &
Conditions and Privacy Policy

GET STARTED
OR

By continuing, you agree to Headspace’s Terms &
Conditions and Privacy Policy

SIGN UP WITH FACEBOOK

Email or Facebook sign up options

Hi Lilly, welcome
to Headspace

rBefore you explore the app, we

have a few questions that’ll help us

personalize your experience.

User is prompted to set up a
personalized experience and more
animations feature - this one
“breathes” rhythmically asina
meditation practice

HEADSPACE

What brings you
to Headspace?

Choose a topic to focus on:

Stress & anxiety

Falling asleep

Personal growth ,
y

Movement & sport

stical health wj

User prompted to pick one topic
to launch Headspace with. Playful
illustrated buttons bring a sense of
delight and playfulness to the
onboarding.




Headspace

HEADSPACE

Do you have any

What brings you

o . experience meditating? Do yoy have any. ‘ When vtlould you like
o Headspace? experience meditating? to meditate?
. : It’Il help us recommend the length
Choose a topic to focus on: of your sessions. It’ll help us recommend the length It’s helpful to use another daily
of your sessions. activity as a reminder.
Falling asleep -
RORREC When would you like

( \ —— to meditate?

We'” remember that‘ The It’s helpful to use another daily

Headspace Library is full of audio- Alittle Nice, we’re glad you're giving activity as a reminder.

guided meditations and Headspace a try. We'll start you off L EvENING

mindfulness exercises designed for with 10-minute meditations.

After waking u
your personal goals, including a o j

@urse on Sleep. )

After brushing your teeth

25 words explain the variety of

. . ! Headspace set up continues with Another question with another Another question with a gentle
med!tatlon content including th? experience diagnostic and explanation of why it is being push to help create a Headspace
users personal area of focus. This explanation of why the question is asked. Headspace again affirms it habit by associating meditation
reminds the user of the broader being asked is trying to help the user. with a user’s existing morning

value available in the app routine




Headspace [ ]

When would you like (Turn on your
to meditate? notifications so we can
glve you a nudge

It’s helpful to use another daily

~N

activity as a reminder.

J
MORNING ( I . \
sounds, and icon badges. These can

e
After waking up ﬁ
be configured in Settings.

e @
q '
Perfect. We'll also help by sending
you a nudge at: \ j Don’t Allow Allow

“Headspace” Would Like to
Send You Notifications
Notifications may include alerts,

J

Just a moment while we build

your plan...
He%adsdpa?e l'J‘ses t.hj te}n:mthr.\u.dge More delightful illustrations help Native iOS notification primer Animated loading screen tells us
Instead ofa reminder: - tnis 1 the set up process feel something personalized is being
more gentle language and lessens entertaining created - yay!

the potential stress of building a
new habit




Headspace

HEADSPACE

So, here’s your plan

So, here’s your plan OK, let’s try it later

Let’s start with the Sleep course, a

Let’s start with the Sleep course, a 30-day series that’ll teach you how Meditation is all about showing up

30-day series that’ll teach you how to create the conditions for a when you’re ready. Whenever you
to create the conditions for a restful night’s sleep. Session 1 have a few minutes, your first

restful night’s sleep. meditation will be waiting for you.

V1 Sleep

(@) Sleep 10 SESSIONS
3 TECHNIQUES
10 SESSIONS

3 TECHNIQUES (¢ 10 minute sessions

(7) 10 minute sessions Q 7:00 AM, after waking up

g 7:00 AM, after waking up o
The first session is free to try. If

you like it, you can upgrade to
Headspace Plus to unlock the full

course.

TRY MY FIRST MEDITATION

Na >

Ready to see the rest of the app?

EXPLORE THE APP

“Sleep course” is bolded for easy

Kirming. Th ; Progressive Ul/copy reveal User lands in the first session If user skips first meditation, this copy
:hlm;nlng.t k € screen SulmrParlztes decreases potential overwhelm of immediately after set up steps. is consistent with the gentle
€ steps taken previously to se this screen encouraging tone but offers another

up personal program. call to action to stay in the product

experience and learn more.




Headspace

wil Verizo

v @ (W 45% =

Subscribe now

Get access to hundreds of guided

meditations in the Headspace Library.

MOST
POPULAR

ANNUAL

$12.99 $94.99* $399.99

ONE PAYMENT

MONTHLY LIFETIME

PER MONTH

PER YEAR

Recurring billing. Cancel anytime.
*That's $7.92 a month.
Restore Purchase - Terms & Conditions

The subscription will automatically renew unless turned off in your iTunes

CONTINUE

Upgrade screen is skippable

Next Steps

-4~ Stay mindful

We've distilled some great Headspace
wisdom into quick notifications. They can
help bring you back to that clearer, calme

mind, effortlessly.

Enable Mindful Moments

. Track your progress

Want to add meditation time to your
Mindful Minutes in Apple Health Kit?
Recognising the time you've put in so far

can help motivate you to keep going.

Save to Health Kit

More customizable push
notifications for increasing daily use.
Copy reinforces desired outcome of
using the app.

Pho ot r

Mindful Moments X

Get daily messages to keep you mindful
throughout the day.

Notifications ()

How many Moments would you like a day?

2
( J

More customization for notifications
and copy that reinforces outcome
goal

HEADSPACE

Next Steps

- Stay mindful

We've distilled some great Headspace
wisdom into quick notifications. They can
help bring you back to that clearer, calmer

mind, effortlessly.

Enable Mindful Moments 0

. Track your progress

Want to add meditation time to your
Mindful Minutes in Apple Health Kit?
Recognising the time you've put in so far

can help motivate you to keep going.

Save to Health Kit

Integration with Apple Healthkit:
these kinds of integrations make it
more likely for Apple to promote
apps in the App Store.




Headspace

Search wll & 2:06 PM 7 Q0 49% m )

Show your mind
some love

O fs O

T

( | HAVE AN ACCOUNT >

Summary:

Headspace goes to great lengths to make the user feel supported
and encouraged throughout onboarding using copy that affirms and
praises the user.

Notably, Headspace onboarding establishes user experience level,
meditation focus area, reminders to meditate daily, customized
“mindful moments” and integration with Apple Health.

Headspace onboarding is heavily branded with illustrations
throughout for almost all buttons and loading screens. Colors are
casual and playful

Onboarding takes approximately 2:18, after which user lands in first
meditation.




Content

1. Comparative / Competitive Analysis
2. PainFree Onboarding User Testing
3. Highlighter Testing

4. Key Takeaways



Effectiveness of PainFree’'s Onboarding according to users

VALUE DESCRIPTION OF USER
USER PROPOSITION FEATURES REGISTRATION SETTINGUSAGE PERSONALIZATION

Michelle o O O - USERFEELINGS

S o o o o o Negative

- ® e O @




4 )

"Would not useitin
the way it is now.”

— Charlotte

4 )

“Needs more
scientific proof as
to why it works.”

— Teralyn

Quotes from users on PainFree’s Onboarding

4 )

“Would be nice to
have some
motivation to stick
with it

— Michelle

(., )

‘Eliminationis not a
reasonable goal,
having done it for
20 years
elimination isn't
something | strive

»

for.

— Joshua

“Felt like | was \
forced to listen to
the first lesson.
Wasn'’t expecting a
2 minute audio
intro.”

— Lex

“Waste of two
minutes, thanks for
the words - but it
didn’t do much for

»

me.

— Joshua

“Wish it was more \
gamified, with daily
goals daily
challenges,
something like
Headspace.”

— Teralyn




PainFree User Research Affinity Map

App
d Visual
content

Clarity of TrustIn r
Importanttousers [ oo oo treatment Walkthrm;gh

Lessons

Need more clarity on how

writing would help. If you

1 perform a task in the program it i
| should explain the potential |
| impact. |
| |
| |

Initial onboarding screens It says less than a minute
went by too (ast/ don’t audio, but the actual file is
allow self guidance 1:52 which seems like a lie

Unclear on how to use
certain features and
what the app does

Unclear how words and images
correlate in the onboarding

Mediation might feel good for a Says it took him 2 weeks Forced to listen to the audio. Language for signup form

“Ready to go” “let’s start” while but physical therapy may for pain relief, but also says Doesn't want to listen to the feels strange/ Textbox

SN ‘ unclearredundant messaging ‘ technically cure pain ‘ “it’s not a quick fix” | same file over multiple days | lacks specificity
I | | | |
I | | | |
| Hard to make connection | ; | Summary page in onboarding | . - |
Onboarding lacks value prop. . Monotone voice and it ini
between meditation and how No ' focus 021 specific typepofp seems unhelpful, just Sounds patrenlzing Saves Plal}anNf&I:U! nc;'t .
| it helps with physical pain | . regurgitating information | personatinio: Y isithat?
| \ o
I |
I |
I |
I | s : .
Expectations é Expected walkthrough ¢  Expected some evidence or xpected to see the connection | Expected a little summary of Expected a little summary of
P " or popups with instructions v

give better clarity help with physical pain

|
|
|
|
|
|
Could help users track or add |
gamification elements to .
motivate more frequent use

Better accessibility and
affordances

Written transcipt and visuals

| | |

| | |

| | |

| | |

| | |

| | |

e S e P |
success metrics which would v on how meditation is going 1o 7" the video about to be played @ the video about to be played

|

|

|

|

|

|

|
while playing the video .

I | |

| | |

I | |

I | |

| | |

I | |
.‘ Getting to the program .‘ Clear implementation and ‘.

Opportunities should be faster encouragement messaging



PainFree User Research Affinity Map
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PainFree User Research Summary

.@.

A

Prime users better
on what they will be
asked to do as part
of the Painfree
program

3%

3

Allow some
customization around
pain-type and
meditation experience

@l

Implement
progress
indicator

Improved
form-field

Exhibit
clearer
value prop

@

Explain writing
component with
supporting
evidence

<)

Need to improve
audio volume
and delivery of

Lesson 1.

Oy

Make Ul
more visually
pleasing and

polished
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3. Highlighter Testing

4. Key Takeaways



Format

e < 10 minutes

e Asked potential users
to identify content they
find trustworthy or not
trustworthy

e Eliminated biases by
removing source of
content

Painfree Highlighter Test

3. Please review the following excerpt and highlight words and/or phrases that increase (green) or decrease (red) your sense of trust in what you
read. *

Taking control of your pain is like taking control of a car. First, you learn how the steering wheel,

brake, and accelerator connect to each other, and in the same way we’ll learn about the science

of the body. Then we’'ll proceed to actual driving - the exercises. Without this background

knowledge, driving isn’t effective, so the education is a key part of the treatment. I'm going to

make this learning interesting by bringing in perspectives from pain doctors and the latest

research, so treat the first few lessons as a cool pain podcast you discovered.

4. Please review the following excerpt and highlight words and/or phrases that increase (green) or decrease (red) your sense of trust in what you
read. *

Your 30 day pain free journey starts here!

5. Please review the following excerpt and highlight words and/or phrases that increase (green) or decrease (red) your sense of trust in what you
read. *

The key is a series of gentle exercises and carefully constructed stretches called E-cises. Inside

you'll find detailed photographs and step-by-step instructions for dozens of e-cizes specifically

designed to provide quick and lasting relief of: Lower back pain, hip problems, sciatica, and bad knees.

6. Please review the following excerpt and highlight words and/or phrases that increase (green) or decrease (red) your sense of trust in what you
read. *
We've been where you are and we know how to Help. Our programs are developed by

pain sufferers, physicians and pain experts.



Trustworthy
LACK EMPATHY

nschr THINKING DIFFERENTLY
ANXIETY wasnTTAKENSERIOUSLY STRESS
DEPRESSION PSYCHOLOGICAL HELP MPERFECT OPTIONS

SCIENCE-BASED EDUCATION
PHYSICIANS AMericaN MeDIcAL AssOCIATION PAIN EXPERTS

LEARNING STEP-BY-STEP INSTRUCTIONS NOTAQUICKFIX
exercises DETAILED PHOTOGRAPHS sTRETCHES

SEEKING RELIEF




Untrustworthy

COOL PAIN PODCAST
ELIMINATING CHRONIC PAIN

DISEASE STARTING TODAY
DRUGS LIKE WEDON'TKNOW

30-DAY PAIN JOURNEY

VIRTUAL COACH SURGERY

EXPENSIVE PHYSICAL THERAPY
MEDITATION E-CIZES

LASTING RELIEF




Highlighter Test Insights

Q Tactics to Build Trust ® Tactics that Reduce Trust
e Establish framework to understand pain e Have vague description of treatments
e Provide personal experiences o Exaggerate results and effectiveness
e Use statistics to qualify statements e Use generic metaphors
¢ Include professional & specialist quotes e Bepessimistic
e Reference existing medical treatments
e Identify specific chronic pain




Content

1. Comparative / Competitive Analysis
2. PainFree Onboarding User Testing
3. Highlighter Testing

4. Key Takeaways



Key Takeaways

Science Backed

Critical for users
that treatments are
research-based and

science-backed

Expectation

Users desire an honest,
transparent, and
straightforward

experience

Empathy /
Understanding

Empathy and
community are key for
users to believing they

have a positive and
useful experience

Engagement
N\ P d
P <
U
(G D)

Users are more likely to
remain engaged by
performing exercises
and activities




Appendix A: Highlighter Test Content Sources

Helping Children Conquer Chronic Pain, NY Times, Klass, 2019
https://www.nytimes.com/2019/01/21/well/family/helping-children-conguer-chronic-pain.html

Living with Pain, Times, Suddath, 2011
http://content.time.com/time/specials/packages/printout/0,29239.2053382 2055269 2055261.00.html

For chronic pain sufferers, the treatment they get from doctors is often worse than their pain, LA Times, McCarthy, 2018
https://www.latimes.com/opinion/readersreact/la-ol-le-chronic-pain-syndromes-20180922-story.html

My Doctor Didn’t Believe My Pain, Youtube, BuzzFeedYellow, 2017
https://www.youtube.com/watch?v=1860YMYd3q4

Pain Free: A Revolutionary Method for Stopping Chronic Pain, Amazon, 2000
https://www.amazon.com/Pain-Free-Revolutionary-Stopping-Chronic/dp/0553379887

The Mystery of Chronic Pain, TED2011, Krane, 2011
https://www.ted.com/talks/elliot krane the mystery of chronic pain/transcript?language=en


https://www.nytimes.com/2019/01/21/well/family/helping-children-conquer-chronic-pain.html
http://content.time.com/time/specials/packages/printout/0,29239,2053382_2055269_2055261,00.html
https://www.latimes.com/opinion/readersreact/la-ol-le-chronic-pain-syndromes-20180922-story.html
https://www.youtube.com/watch?v=186OYMYd3q4
https://www.amazon.com/Pain-Free-Revolutionary-Stopping-Chronic/dp/0553379887
https://www.ted.com/talks/elliot_krane_the_mystery_of_chronic_pain/transcript?language=en

Appendix B: Validation Test Pain Points

Painpoints
discovered while
user testing the
original application

Painpoints discovered
while user testing the
prototype

Category

: Clarity of features
| Clarity of features
| Clarity of features

Trust in treatment

| Trust in treatment

| Trust in treatment

' App roadmap walkthrough
|App roadmap walkthrough
' App roadmap walkthrough
'Lessons

|Lessons

Lessons

Visual content
Visual content

Visual content

;App roadmap walkthrough
'Lessons
'Lessons

Visual content

|Visual content
Visual content

Visual content

" Clarity of features

Painpoints
Unclear how to use certain features and what the app does
"Ready to go”, "Let's start” - unclear/redundant messages
Hard to make the connection between meditation and how it helps with physical pain
Need more clarity on how writing would help. The app should explain the potential impact
Meditation seems like a temporary solution, while physical therapy could be a cure
Onboarding lacks value proposition. No focus on specific type of treatment.
Initial screens went by too fast/didn't allow for self-guidance
Founder says it took him 2 weeks for pain relief, but also mentions that "it's not a quick fix"
Summary page is just repeating information, seems unhelpful
App says the lesson is less than a minute, but the actual audio is 1:52
Forced to listen to the audio
Voice of the audio sounds monotone and patronizing
Unclear how words and images correlate in the onboarding
Language for signup form feels strange, copy lacks specificity
Doesn't understand why the app saves information on pain, but not personal information
Doesn't want to swipe through carousel, just wants to see the app
Not clear what they're going to learn from the first lesson
Audio - not expecting it to be educational, was expecting a meditation/some content
Create Account - was not expecting to create an account during this part of the onboarding

Writing Modal - users don't feel the need to try the writing exercise at this point of onboarding

Dashboard - too many play buttons on the screen
Dashboard - copy is inconsistent/not interesting
Dashboard - unsure if you can skip ahead to other lessons/do the lessons out of order

Original Application
x

XX XX X X X X X X X X XX

Note: the pain points surfaced in the prototype testing have not been validated with the final design delivered. This is a good place to start to confirm if the prototype pain
points have been addressed when testing the final design delivered.

Prototype

xxxxxxxxZQOEQP::QROO*xOP =



