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You’re Not Alone 

Do you remember the last time you went to 
visit your doctor or health provider? It’s okay, 
most people don’t, and the people who do, 
don’t exactly remember what they for, unless 
it was for something minor like allergies, 
or visiting in reaction to symptoms they’re 
feeling then and there. 
 
Americans on average visit their doctors only 
four times a year. People in other countries, 
such as Japan, visit their doctors as many as 
14 times a year. Why are Americans visiting 
their doctors so infrequently? Other than the 
price of healthcare, the biggest demotivator is 
that patients are afraid of visiting their doctor.

We’re afraid  of doctors.
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Annual average doctor visits per person in selected countries.

We’re afraid  of doctors.
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87% 80%

Afraid due to a lack of medical records, or previous health record history. 
Access to getting these records are confusing and pretty difficult.

Fear due to unforeseen time being wasted on updating older paperwork, 
waiting for doctor to finish with previous patient.
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Guardian
Research

Defining the Problem

What exactly is it that the patients are afraid 
of? From a survey done by Kelton research 
of about 1000 patients ages 20–30, and 
validated by my own survey with 30 people 
within the same age range, most patients 
are generally afraid due to a lack of historical 
health records. People don’t have immediate 
accessibility to their records and have to 
undergo a lengthy process to even retrieve 
them from their health insurers.

Another highly contributing factor is the fear 
of having long wait times, due to the doctors’ 
need to asses all that a patient is feeling after 
they arrive to the office. There is also the time 
spent on filling out additional paperwork upon 
arrival at the office to make sure all of their 
information is up-to-date. 

The third deterrent for most patients is the 
fear of discovering a new serious health issue. 
They’re afraid to get worse news than what 
they intended to hear form the doctor.

Other factors include the price of health care, 
difficulty scheduling appointments with some 
of their doctors, etc. But what does this all 
mean? It seems that most patients are afraid 
due to a lack of transparency and control 
over their healthcare. The truth is that most 
patients act reactively to their healthcare 
given the current way things are structured.

Patients are afraid due to the many 
variables associated with doctor visits.

74%

Afraid of discovering a health disease or illness that’s a lot more serious 
than the reason they came in. For most, ignorance is bliss.
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The Typical Customer Journey

The following is a customer journey map that 
documents the steps a patient must take to 
make a successful visit to the doctor. Each of 
these steps are a lot more cumbersome than 
they should be, and Guardian aims to help 
make this process better.

Determining Reason to Visit

The first point in the patient’s journey is 
to determine a reason to visit the doctor. 
Currently, according to my research, most 
patients are acting reactively to symptoms.

Scheduling Appointment

Patients must then call, text, go online, or send 
an email to schedule an appointment with 
their provider. They must also make sure that 
they are aware of when they're available.

Preparation



Arrival and Paperwork

Upon arrival to the doctor's office, patients 
must always update their paperwork or 
confirm that all the details have not changed 
since their last visit, especially health.

Preliminary Tests; Blood Pressure

Once the patient is called to the doctor's 
office, they are typically weighted and 
measured, then seated. They always usually 
take your blood pressure.

Meeting the Doctor

Once the doctor is ready to see the patient, 
patients are required to verbally communicate 
their reason for the visit. Some of these details 
are redundant and reused from earlier points.

How to Move Forward

The doctor hears the patient out, and gives the 
patient medication, and other tips in how to 
assess their situation. They typically give the 
patient a written or paper summary of the visit.

Consultation Outcome
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Patients are afraid due to the lack of 
control for both the preparation and 
outcome of a doctor’s appointment.
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Guardian
User Needs

Patients need:

Access and storage of health digests
Easy communication with providers
Ability to update personal information
Easy and immediate access

12



The Optimal Solution

Let’s assume that the United States has an 
open platform system where doctors are able 
to electronically send patients information. 
This already exists within some larger health 
networks such as Kaiser Permanente, but it 
does not connect with independent providers.

To address the user needs, a mobile app would 
provide the easiest form of access allowing 
for the quickest allocation of information. The 
target audience of v (age 20–30) are generally 
connected to their smartphones. Integrating 
Guardian via smartphone app would allow for 
a low-cost means of joining.

13
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Guardian
Case Studies

Kaiser Permanente

It’s becoming increasingly common that large 
health networks are creating apps that store 
all the information they send their patients.  
A great step forward, however, the information 
relayed is extremely dense and relies on 
medical jargon to communicate results, which 
in turn can make it difficult for their patients.

ZocDoc

There are apps like ZocDoc, that solves one of 
the user needs really well, and that is making 
communication and scheduling easy for 
patients—ZocDoc uses a model similar to that 
of Yelp’s to help users find the best doctor and 
schedule an appointment immediately. On the 
offside, the interaction ends after scheduling.

Healow

This app does something similar to what 
Guardian aims to do—provide health 
records, including test results, prescriptions, 
appointments, etc. However, the information is 
still displayed in lists and uses dense verbiage. 
It makes it difficult for a patient to generate 
insights quickly and efficiently.

Do it like them, but do it better.
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The Contenders

There are a handful of apps that aim to solve 
the same problems that Guardian does: there 
are the Kaiser Permanente’s of the world, 
larger health networks moving their system 
online and electronically. There are also the 
ZocDoc’s of the world that use a review system 
to connect doctors to patients. Lastly, there is 
v, which aims to store medical information, but 
does not design the information in a way that’s 
insightful and easy.

Guardian aims to take what these apps do 
best, and improve upon them to create a more 
positive experience for the patient that will 
help cultivate a stronger relationship between 
them and their doctors.
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Guardian
Solution

Guardian will keep you up-to-date and 
proactive about your health with:

Insightful personal health digests
Instant communication with doctors.
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Guardian
Branding

Making the Mark

It’s easy to fall back on hearts and crosses 
to represent the health aspect of Guardian, 
but what really needed to be communicated 
was the personification and feeling that a 
user is protected—hence the reason the 
mark evolved from being a heart with wings 
(reminiscent of a tattoo) to a shield. A shield 
better symbolizes the patient being given 
something that can use to protect themselves.
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Guardian
Branding

The Protector

Guardian was chosen as the name as it best 
represented the feeling that we want users to 
feel, and is a sense of protection—the thought 
that someone is watching over them and 
providing them guidance and care, which also 
alludes to choice of using a shield as a logo.

San Francisco

ABCDEFGHIJKLMNOPQRSTUVWXYZ
abcdefghijklmnopqrstuvwxyz
1234567890
!@#$%^&*(()_+~”:{}<>?,./

Bold
Semibold
Regular
Thin
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Primary
#393939

Primary
#52C5D8

Primary
#2F2F2F

Secondary
#FFFFFF

Secondary
#54B35E

Primary
#3997A8

Secondary
#AA8D69

Primary
#CF3033



Overview

Prescriptions List

Test Results

Doctor’s Notes
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Guardian
Prototyping

Build.
Work fast and break things.

Early Beginnings 

Guardian evolved from early paper prototypes 
to where it is now. These paper prototypes 
help determine the best way to display users’ 
information without pushing too much visual 
clutter or hard-to-understand verbiage. 
Findings from this general phases were:

Avatar helped users feel like they’re safer.
Isolated layouts, as cards, were easy to read.
Conversational language helped ease mood.
A list as a navigational tool was confusing.

Over-the-counter Medications

Messaging System

1.  
2.  
3.  
4. 
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Guardian
Prototyping

This or That 

Throughout this build, measure, and learning 
process, Guardian evolved into wireframes 
and higher fidelity prototypes that reflected 
many of the key findings from each previous 
iterations—taking what worked and ditching 
what didn’t. Insights from this phase:

Card system allows for quick consumption.
High contrast colors signify good or bad.
Say what data means rather than numbers.
Modular cards help them move tab to tab. 

Measure.
What worked and what didn’t?

1.  
2.  
3.  
4. 

Your blood glucose surprisingly shot up this 
week, Dr. Yamamoto recommends that you 
reduce the amount of rice you eat everyday.

BLOOD GLUCOSE
March 25, 2016
220 mg/dL

High

HIGH

GOOD

LOW

3/25

HDL CHOLESTEROL
March 25, 2016
81 mg/dL

Good

CLARITIN, 10 mg

Take 1 capsule twice a day after 
a meal until depleted.

—

Over-the-counter Medication

Test Result Trend

Binary Test Results —Within Threshold



TUBERCULOSIS
March 25, 2016 Positive

CHECK-UP
Dr. Takahashi
–
Allergies

March 28, 2016
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Welcome!

Guardian fetches data from your 
doctors and organizes it for you so 
that you can stay up-to-date with 

your health!

TUBERCULOSIS
March 25, 2016 Negative

HEPATITIS A
March 25, 2016 Negative

Binary Test Results —Out of Threshold

Calendar—Scheduling an Appointment

Binary Test Results—Out of Threshold

Binary Test Results—Within Threshold

CHECK-UP
Dr. Takahashi
–
Lab Tests

October 28, 2015

Past Appointment

Upcoming Appointment

Binary Test Results —Within Threshold

Calendar—Scheduling an Appointment
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Female & Male Avatars
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Guardian
Prototyping

Learn.
Take feedback, make it better.

Upping the Ante 

As Guardian moved close to its final 
high fidelity renders, one of the biggest 
considerations to make was what tone the 
avatar should reflect—this was determined 
by its illustrative style and the language 
associated with it. Insights included:

Flat avatar felt less authoritative than realistic.
“Speak to me like a concerned best friend.”
Don’t tell me bad news, prepare me for it.
Keep me up-to-date, show me newest info.

1.  
2.  
3.  
4. 
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Guardian
User Flows

0.0 Loading Screen

Guardian boots up and allocates all of your information with 
a progress bar.

0.1 Login

Guardian prompts you to login if you’re an existing user or 
to make an account.

0.2 On-boarding

First-time users will receive a tutorial on how Guardian 
works and how they can get acquainted with the data.
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1.0 Overview

Patients are able to see a broad summary of their newest 
test results, prescriptions, or upcoming appointments.

1.1 Inbox

Accessible from any tab, the inbox allows for quick and easy 
communication between patient and provider.

1.2 New Message

Patients are able to message specific providers at any time 
and cite any of their latest health digests.
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Guardian
User Flows

2.0 Results—Trackers

Patients are able to quickly see their test results that pertain 
to any variable tracking trend, such as blood glucose.

2.1 Results—Trackers Expanded

Expansion of each of these cards shows trend data allowing 
patients to peruse any test result, doctor notes attached.

2.2 Results—Binary Tests

The test section allows patients to view any test results that 
whose threshold is binary: positive or negative.
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3.0 Medications—Prescriptions

The medications tab contains a section where prescriptions 
filled by doctors populates the list.

3.1 Medications—Over-the-counter

The “over-the-counter” section displays any medications 
added by the patient or doctor that are over-the-counter.

3.2 Medications—Add Over-the-counter

Patients can add specific over-the-counter medications to 
the list to help them log and communicate to the doctor.
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Guardian
User Flows

4.0 Calendar—Upcoming Appointments

Patients can view their upcoming appointments in this 
section, as well as delete or schedule a new one.

4.1 Calendar—Schedule Appointment Type

Scheduling appointments is easy as patients simply select 
their provide, the type of appointment, and any notes.

4.2 Calendar—Schedule Appointment Date

When scheduling an appointment, patients  view a calendar 
synced with their schedule to find the best day and time.
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4.3 Calendar—Past Appointments

Patients can view an archive of their past appointments 
with details such as whom with, what for, and when.

4.4 Calendar—Past Appointment Notes

Upon clicking any of the archived appointments, patients 
can view their doctor’s note form that specific visit.

4.5 Calendar—Past Appointment Detail

The detailed level of the doctor's note shows an overview 
and aggregate of trends at the time of that appointment.
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Tim’s Lunch Break
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Tim’s Lunch Break
Built for the Connected Millennial

Tim is a busy, busy businessman working 
in the city. He’s swamped with meetings 
everyday and uses his lunch period and his 
smartphone to keep up-to-date with pretty 
much his whole life.

Tim’s doctor, Dr. Yamamoto, introduced 
Guardian to him recently, given his lifestyle. 
Tim has been using Guardian since then 
and has been more active about going to his 
doctor and being proactive about his health. 

One day, Tim is taking his typical lunch break 
and gets a notification from Guardian letting 
him know his newest results are in!
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HighBLOOD GLUCOSE
March 25, 2016
220 mg/dL

HDL CHOLESTEROL
March 25, 2016
81 mg/dL

Good LDL CHOLESTEROL
March 25, 2016
78 mg/dL

Good

Guardian
Use Case Scenario

Hi Tim,
Let’s take a look at your 
newest test results!

Tim’s New Results 

During the first few minutes of his lunch 
break, Tim enjoys his hot sandwich and opens 
Guardian to view his newest test results.

He skims over his good results and sees that 
both his HDL and LDL cholesterol levels are 
perfectly under control, but notices a bright 
red card indicating that his blood glucose is 
above the optimal threshold!
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Guardian
Introduction

HighBLOOD GLUCOSE
March 25, 2016
220 mg/dL

HDL CHOLESTEROL
March 25, 2016
81 mg/dL

Good LDL CHOLESTEROL
March 25, 2016
78 mg/dL

Good

Understanding the Anomaly 

Freaking out a bit, Tim opens the test results 
pages and expands his blood glucose tracker.
He examines the trend chart and discovers 
that his blood glucose has only shot up this 
past test results, and that according to his 
historical data, this was an anomaly.  
 
Tim was shocked to find this out and decides 
to message Dr. Yamamoto to find out what his 
next should be to lower his blood glucose and 
make sure this doesn’t happen again.

HIGH

GOOD

LOW

BLOOD GLUCOSE
March 25, 2016
220 mg/dL

High

Your blood glucose surprisingly shot up this 
week, Dr. Yamamoto recommends that you 
reduce the amount of rice you eat everyday.

3/25

220 mg/dL



Guardian
Use Case Scenario

Hi Tim,
Message me to schedule an
appointment when you see this.

Hi Dr. Yamamoto,
Just saw my latest test results,
let’s follow-up as soon as you can.
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Hi Tim,
Thanks for getting back so fast.
How’s Monday, May 4 at 9:00AM?

Tap to view calendar

Taking Action 

Tim immediately checks his inbox, only to find 
that Dr. Yamamoto has sent him a message 
that morning asking Tim to schedule an 
appointment with him so that they can discuss 
his latest test results.

Elated to see this message, Tim replies back 
with no hesitation and receives a message 
back from Dr. Yamamoto. It prompts Tim with 
an appointment on May 4 at 9:00AM. Tim then 
was able to tap and view his calendar.

Dr. Yamamoto helps Tim schedule an 
appointment through their messages.



In just 15 minutes, Tim is ready 
to continue his busy work day.

Guardian
Use Case Scenario

Moving Forward 

Tim takes the last few minutes of his lunch 
break to confirm the appointment that was 
offered to him by Dr. Yamamoto.

Tapping on the button allowed him to see 
his current availability, synced with all the 
calendars on his phone, and Tim is able to 
accept the appointment.

Tim, relieved, finishes his lunch, slides his 
phone back into his pocket, and is able to 
continue his work day with confidence.

40
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Your blood glucose surprisingly shot up this 
week, Dr. Yamamoto recommends that you 
reduce the amount of rice you eat everyday.

BLOOD GLUCOSE
March 25, 2016
220 mg/dL

High

HIGH

GOOD

LOW

3/25

HDL CHOLESTEROL
March 25, 2016
81 mg/dL

Good

CLARITIN, 10 mg

Take 1 capsule twice a day after 
a meal until depleted.

—

Guardian
Findings

Guardian
Taking Control

Giving Patients Confidence 

Throughout the process, Guardian has helped 
uncover how taking care of yourself is scary, 
and that it’s not always the patients’ fault.

Guardian, as highlighted in the use case 
scenario, has the potential revolutionize 
the way patients’ think and interact with 
their doctors—it can help establish a better 
relationship between doctor and patient, by 
allowing them the means to stay prepared,  
up-to-date and on a forward path.
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