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Booking appointments 
online
Bridging the gap between 
mobile technology and 
veterinary medicine
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40 billion devices will be 
connected world wide 
by 2020
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VCA gets nearly 5,000 requests for an online 
appointment per month across all hospitals

Is VCA missing a large 
opportunity here?
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Where we are now
• Customers cannot book 
   an online appointment
• People can only request 
   an online appointment
• Website is not mobile friendly
• 65 percent drop off rate 
   to request appointment
• Look at that long form. Yikes!
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Sadie the dog is 
limping. Owner, 
Cathy, is worried.

Cathy goes online 
to get Vet’s phone 
number.

She sees she can 
reserve an appointment 
directly online.

Cathy starts 
appointment 
reservation process.

Cathy enters what is 
wrong with her pet: 
Sadie is hurt.

Cathy starts to enters 
her contact details. 

She has to wait 
for the office to 
call her back.

Cathy waits for the 
office to open and the 
receptionist calls to 
book an appointment.

Cathy can see 
the doctor in a 
half of an hour.

Cathy wishes 
she knew in 
advance when 
the appointment 
was. Now no 
time to shower.

Cathy rushes to get 
dressed and puts 
Sadie in the car to 
go to the Vet.

Cathy makes it to the 
Vet in time for her 
appointment.

Cathy takes Sadie inside 
to see the Vet and to be 
treated by the doctor.

8
Cathy has filled 
out all of the 
forms, now what?

7
“There are lot of 
questions that I need to 
fill out on this form.”

The office does not 
open for another hour. 
Cathy must wait.

Current 
customer 
journey
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Let’s make customers happy
• Book appointment from anywhere on any device
• Mobile and tablet friendly
• Short and easy forms
• Instant confirmation of booking
• Ability for system to access existing customer records
• Add to calendar on the mobile device
• Map the hospital location on your smart phone
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Estimated revenue loss
Wellness exam [1.1]  ............................................. $187
          X
Estimated number of appointment drops ............ 3,000

$561,000 per month

$6,732,000 per year
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Hospital Name Here
1234 Name of Street Avenue

Los Angeles, CA 90023

310-345-1234

Please select an appointment type 
to get started.

Wellness/Vaccines

My Pet is Sick or Hurt

Other

Emergency

Regular 
flow 
existing 
and new 
client

Hospital Name Here
1234 Name of Street Avenue

Los Angeles, CA 90023

310-345-1234

Please select an appointment type 
to get started.

Wellness/Vaccines

My Pet is Sick or Hurt

Other

Emergency

Regular 
flow 
existing 
and new 
client

Wellness/Vaccines

Our Hospital

Our Services

Please select the reason your pet 
needs to see a doctor.

Vomiting

Diarrhea

Lethargic

Skin Issues

Reason 5

The Reason is Not Listed

Please describe the reason for 
your pet’s visit.

Type reason here.

Continue to Book Appointment

200 characters remaining

Please select a time on
Wednesday, January 12, 2015.

Appointment with

Dr SoandSo Wonderful

Available appointment times are:

9:00 a.m. 9:30 a.m.

10:30 a.m. 11:00 a.m.

12:30 p.m. 1:00 p.m.

1:30 p.m. 2:00 p.m.

2:30 p.m. 3:00 p.m.

Pick another day

Your appointment reservation will 
expire in 4:58 minutes.

Are you a new or existing client?

I am a New Client

I am an Existing Client

Appointment details:

Wednesday, January 22, 2015
3:00 p.m.

with Dr. Soandsofabulous

Please confirm your contact 
information. All fields are required.

First Name

Last Name

Email

Primary Phone Number

Continue to Book Appointment

Your appointment reservation time 
will expire in 4:28 minutes.

Continue to Book Appointment

Please confirm your contact 
information.

Matilda

Your appointment reservation will 
expire in 3:48 minutes.

Have you ever lived on 
San Vicente Avenue?

Are any of these your pet?

Yes No

Wolfsiefer

Deepshikha

None of these are my pet

Which pet are you making the 
appointment for:

Matilda

Wolfsiefer

Deepshikha

New pet or my pet is not listed here

Your appointment reservation will 
expire in 3:48 minutes.

Send me text appointment reminders.

User flow: booking an appointment
Please select your preferred doctor.

No preference

Dr. Helena Ausgezeichnet

Dr. Robert Wonderfulness

Dr. Angelica Tails

Or please select the date.

Appointment with

Dr SoandSo Wonderful

Select a date
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The first available appointment is
Wednesday, January 22, 2015 
at 3:00 p.m.

Book Appointment Now

Which pet are you making the 
appointment for:

Matilda

Wolfsiefer

Deepshikha

New pet or my pet is not listed here

Your appointment reservation will 
expire in 3:48 minutes.

Book Appointment

Pet Name

Pet Type

Send me text appointment reminders.

Hospital Name Here
1234 Name of Street Avenue

Los Angeles, CA 90023

310-345-1234

Brendan, your appointment for 
Matilda has been booked. We will 
send you a confirmation email shortly.

Map This Location

Appointment details:

Wednesday, January 22, 2015
3:00 p.m.

Book Another Appointment

Add to my Calendar

with Dr. Soandsofabulous

A user’s 
journey for 
an existing 
customer 
on a mobile 
phone
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http://appts.vca.com/marina

Web Page Title

VCA Marina
123 Marina Way
Marina Del Ray, CA 912345
(234) 567-1234

Appointments

Please select an appointment type to get started.

Wellness/Vaccines My Pet is Sick My Pet is Hurt

Basic wireframes
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Googlehttp://domain.com

Web Page Title

Book an Appointment
Fill out the form below to book an appointment. 
* Shows a required field.

Select the reason your pet needs to see a doctor.*

Type Reason here

Describe the reason for your pet’s visit.

Select an appointment type to get started.*

Select your preferred doctor.*

Appointment type

Reason for visit

Preferred Doctor

Select your appointment time.*

Fill out your contact information to continue booking the appointment.

Are you a new or existing client?*

I am a new client. I am an existing client.

First Name

First Name*

First Name

Last Name*

Please fill out your contact information to continue booking the appointment.

Email

Email*

Phone Number

Phone Number*

Send me text appointment reminders.

Pet TypePet Name

Pet Name*

Book Appointment

Please add your pet’s information.

Iterative user 
interface design
• Desktop computer
• Mobile 
• Tablet
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Style guide
Cream sidebar
f3edd2 or RGB 243, 237, 210
Background color: dfeaf5 or RGB 223, 234, 245

Appt with text
Helvetica LT Std Bold 40/43
4f4f4f or RGB 79, 79, 79

First available text: Helvetica LT Std Roman 40/43
4f4f4f or RGB 79, 79, 79

Buttons
620 px wide by 110 px tall, 5b9ae1 or RGB 91, 154, 225
Text: Helvetica LT Std Bold 36 pt., ffffff or RGB 255, 255, 255

Calendar
Date (Month and Year)
Helvetica LT Std Bold 40/43, ffffff or RGB 255, 255, 255
Arrow : 16 px wide, 28 px tall, ffffff or RGB 255, 255, 255
Gray header background: 62o px wide 120 px tall
666666 or RGB 102, 102, 102
Days of the week
Helvetica LT Std Bold 20/26: 4f4f4f or RGB 79, 79, 79
Dates Available (blue)
Helvetica LT Std Roman 32 pt, 5b9ael or RGB 91, 154, 225
Dates Unavailable (gray)
Helvetica LT Std Roman 32 pt, d1d3d4 or RGB 201, 211, 212
Orange circle (today)
60 px across, ff6600 or RBG 255, 102, 0
Number in orange circle
Helvetica LT Std Bold 32 pt
ffffff or RGB 255, 255, 255

Tablet and Destop: Style Guide for Booking Online Appointments January 2015

Pull down menu
622 px wide, 85 px tall
Text 
Helvetica LT Std Roman 30/36
4f4f4f or RGB 79, 79, 79
Gradient
d0d0d03 or RGB 208, 208, 211
to ffffff or RGB 255, 255, 255
Gray circle 
44 px across
666666 or RGB 102, 102, 102

Form box (not shown)
622 px wide, 81 px tall
white background fffffff or RGB 255, 
255, 255
Stroke 
1 px 000000 or RGB 0, 0, 0
Text in box
Helvetica LT Std Roman 32/36
4f4f4f or RGB 79, 79, 79

Calendar

Date (Month Year at top)
Helvetica LT Std Bold 40/43
ffffff or RGB 255, 255, 255
Arrow 
16 px wide, 28 px tall
ffffff or RGB 255, 255, 255
Gray header background
622 px wide 120 px tall
666666 or RGB 102, 102, 102
Days of the week
Helvetica LT Std Bold 20/26
4f4f4f or RGB 79, 79, 79
Dates Available (blue)
Helvetica LT Std Roman 32 pt
5b9ael or RGB 91, 154, 225
Dates Unavailable (gray)
Helvetica LT Std Roman 32 pt
d1d3d4 or RGB 201, 211, 212
Orange circle
60 px across
ff6600 or RBG 255, 102, 0
Number in orange circle
Helvetica LT Std Bold 32 pt
ffffff or RGB 255, 255, 255

Mobile: Style Guide for Booking Online Appointments January 2015
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Online appointment booking launch 
Spring 2016
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$250,000 in revenue
already generated
in less than 100 hospitals, 
in less than 2 months,
with no public promotion.


