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SERVICE VALUE OVERVIEW

STAGES A B C

We were challenged to evaluate the current Pharmacy system and 
introduce a service design concept that:
- Takes users less time and effort to get medicine
- Makes users feel secure in the process of getting medicine

OUR GOALS

WHO WE TALKED TO

SERVICE ECOLOGY

INITIAL DIGITAL PROTOTYPE REDESIGN ROUND 1
In-person 

User Testing

REDESIGN ROUND 2

We conducted 2 rounds of usability testing to validate the changes 
made to the pharmacy service. We focused on how the users inter-
acted with the app to know: 
1) If task flows are intuitive to complete the main tasks 
2) If the UX design adds value to the service

The first round was conducted remotely on UserTesting.com. The 
next round was conducted in person.  

Remote Testing

In-person Testing
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Usability tests were conducted with 9 different individuals that 
have various types of experiences with the current pharmacy 
system.

Task1: 
Add your Rx digitally 
to the app

Task2: 
Pay for the Rx

Task3: 
Track your order

Task4: 
Schedule time 
to pickup

Task5: 
Open locker to 
pickup medicine

CONFIDENCE VIN COMPLETING TASK
CONFIDENCE IN COMPLETING TASK

Providing information is helpful only where it is relevant most in the process.

EDUCATION ABOUT THE SERVICEEDUCATION ABOUT THE SERVICE

Customers feel more confident and secure in health related processes 
when they know what the medicine is and where to pick  it up exactly.

VALUE OF SERVICE

“What if I wanted my medicine now? Now I have to wait for 2 days?” --participant

VALUE OF SERVICE

EFFICIENCY 

Combining steps of a task into one flow is essential for the customer to be able to finish that task.

Differentiating between the different tasks by knowing where 
they are in the process is reassuring to finishing the task.

CONFIDENCE IN COMPLETING TASK CONFIDENCE IN COMPLETING TASK

Knowing specific information on medicine is important to feel secure in the process.Using simpler naming for the Rx is reassuring in this process

“Why do I have to pay each time? In the current system, I pay once I get my medicine” --participant

VALUE OF SERVICE
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Remote  Unmonitored 
User Testing

Need for concise and relevant information based on task with clear feedback. 

Nomenclature and information architecture affects how anxious customers get.

Confusion around how the service, specifically the locker, made them unable to finish task.

Separating flows in different tabs related caused the participants 
to feel stuck and unsure about what they are doing.

OVERVIEW: Using our initial design research insights, we tested the initial digital user interface of the ser-
vice with 4 different people on www.Usertesting.com. Participants were given a scenario and asked to 
interact with the prototype, following tasks we provided and answering questions.

.SCENARIO: Imagine you are a patient who just received a prescription from your doctor.

RESEARCH METRICS: Experience descriptions 

OVERVIEW: After we received the feedback from the remote testing, we refined the digital prototype after synthe-
sizing our findings, and conducted an in-person round of testing with 5 other people, 25 minute each. They were 
also task-based evaluations, completing 4 different tasks each. 

.SCENARIO: Imagine you are a patient who just received a prescription from your doctor.

RESEARCH METRICS: Experience descriptions and How likely they would use the service. 

OVERVIEW: After we received the feedback from the in-person testing, we refined the digital prototype more after 
synthesizing our findings and basing our design decisions on achieving the goal of the service.

“My doctor already does that for me, so now I actually have to do more work myself.” --participant


