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Situation

Business Problem Customer Problem
Enhance user app The gap between
engagement & intention and adoption

retention

Negative feelings

Increase user towards app based
retention meditation

Remain fiscally Lack of mindfulness
sustainable habits

UX Opportunity
To gain deeper empathy for Smiling Mind's key customer segment by identifying
opportunities for optimizing the end to end customer experience.



Approach

pROTOTY’E
The User Centred Design approach was applied: focusing on the
empathise and define stage of the design thinking framework.




User Research Objectives

What do they

VALUE the
most & why?

What do they
LOVE about the
Smiling Mind
App?

WHO

is the primary target

& what are the user
segments

What’s just
NOT working
& why?

What’'’s the
DEAL BREAKER
that should be
focused on first
& why?

What’s MISSING

for them & why?



Primary Smiling Mind User

Females
25 - 44

Studious Sally Time Poor Nancy Ambitious Mandy



The Opportunity

How Might Smiling Mind Create A Deeper
Connection With Its Users?

Creating a
community
aspect for
engagement

Provided a guided

Simplifying content
structure for
guidance

introduction to
personalize app




Proposed Customer Value Proposition

Only Smiling Mind can engage
people like Sally, Nancy and Mandy to
create a mindfulness habit for free by

guiding them to their desired
meditations, with a personalised feel.



The Proposed Minimum Viable Product

Primary

Secondary

As Sally, | want to be
able to find
meditations for
bedtime, so that | get
a restful night sleep
every night | meditate.

As Sally, | want to have
an app that has
programs relevant to
me and my lifestyle so
that | can get the most
value from my
meditation.

As Nancy, | want a
mindfulness app to
point me in the
direction of where |
need to go so | stay
focused as | have a
tendency towards
boredom.

As Nancy, | want an
app that intuitively
knows what | want so
that | don’t have to
unnecessarily think
about what to select
next.

As Mandy, | want to
easily find meditations
for my mood so that |
don’t lose my patience
and commit to the
process.

As Mandy, | want an
app where | can see
my progress so that |
know that I’'m moving
forward with my
mindfulness goals in a
positive direction.

Develop & create app
navigation which
guides and engages by
embracing simplicity
(no bugs).

Create a personalised
app.



Usability Stimulus : Concept Model

Welcome to

Smiling

Mind Mandy

< Time

Select Time Frame

Home

Dashboard ~ Favourtes Search More

< Just For You
1 - 10 results m

Scan

< 11 -20 mins

1 - 15 results

Breath &
Thoughts

& Finding Your Inner Master

10f1

< Breath & Thoughts

1o0f1




Usability Stimulus : Concept Model

Welcome to Smiling
Mind Mandy

¢ Activity

What activity are you performing?

'

Waking Up Going To Sleep

Home Dashboard ~ Favourites Search More.

< Mood

What is your current mood?

H

Home Dashboard Favourites Search More

< Going To Sleep
1 - 4 results m

Home Dashboard  Favourntes Search More

< Stressed
1 - 4 results m

Breath & Deactfivate Fight
Sounds or Flight

5:00 730

C] ®
i M Stress
O] O]

Home Dashboard  Fawourites Saarch More

é Unplug Before You Sleep

10f1

& Stress

10f1




Usability Stimulus : Concept Model

Welcome to Smiling Mind
Nancy

It's s0 nice to finally meet
you

Before we dive in, | just
want to ask you some
quick questions to get to
know you better

How would you describe
your experience with
meditation?

First Timer

A little

What is your rough age

bracket?
Less than
18 18-24
25-34 35-45
45+ Prefer not to
say
&

What is your reason for

meditation?

Aleviate

Improve

i Achieve

A good night Caim

iosi Harness

Curiosity
<

When do you meditate the

most?

Morning

During the day

Night time

So based on your

feedback..
You're a first timer Age between 25 -
M
Looking to improve Your preferred time
mood ‘to meditate is night
time
< K

Thank you Nancy!
Here are some options
just for you

Get Started Sleep : Starry Night
1:00 T84
Internal Weather ‘One Minute Body
Scan
247 1:00
@ I'll explore solo thanks




Proposed UX Solution : Refined Prototype

Welcome to
Smiling Mind
Nancy

\‘, i
Mood ‘ Weicome to

Smiling Mind
Nancy

It's so nice to
finally meet

Activity J ust for’ you




UX Recommendations

Start

* Using images (as descriptors) to engage users and simplify categories

* Using a guided ‘one time’ introduction to eliminate irrelevant information
* Segment meditations into intuitive and easy to locate categories

* Adding a social element to the app

* Using a home & search button for easier direction

* Using more personal language in communication with users

Stop

* Using small font and colours difficult to read

* “How do you feel” before and after every meditation
* Too much copy in descriptions

* Lumping categories together in non sequential order

Continue

* Honoring simplicity

* Providing user statistics

* Meditation volume controls

* ‘Favourites’,’”dashboard’ & ‘more’ buttons
* Continuity in branding



Secondary Opportunity : Generating Revenue

Objective
Raise revenue for Smiling Mind.

Insight
Users expressed the desire for
social/community through the app.

Recommendation

Provide online dedicated video e-courses to
minimize spend (time and money) and maximize
outreach to workplaces, schools etcetera
(promoted through popular social media
channels).




Summary

Smiling Mind users find the app intuitive,
engaging & inviting - the ultimate success
formula for a meditation app. With
formal guidance and simplified
categories, users satisfaction will
increase remarkably. The app will
encourage loyalty thus promoting healthy
mindfulness habits.



Appendix




Draft Customer Value Proposition Model

Products & Services

Gain Creators ° Questions that calibrate &
tailor to user experience.

*  When customer presses
button, they know the
destination.

* Social connection using app.
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* Frequent UX revisions to
prevent bugs.

* Less reading — more pictures.

* Asking user questions far less
frequently.

Pain Relievers




Draft Minimum Viable Product Model

What really
matters to the
Smiling Mind
User...




Personas : Studious Sally

Studious Sally

" want to be the bast version of
myseif so | can share this with
others”

Age: 24

Work: Casual
Administration/Studeant

Family: Single, Mo Children
Location: Sydney, Mew South Wales
Character: The Defender

Personality
Intravert Extrovert
|
Thinking Fezlng
|
Sensing Intuition
|
Judging Parceiving
|

Goals

« To be meditsting before bed for betier night sleep.
¢ T live & healthier and more balanced lifestyle.
s To graduate University in Business Administration.

Frustrations

= Finds the colours of the app unappesling.

o CHow do | know 'm oon the homs pagse. cossn't maks sense?”

o Technizal glitches with the app which is why she orefers
"Calm™.

Bio

Sally has been infreguently meditating for over 2 years after she
found it really helpful during her exam period. She is aware of
the benefits of meditetion a= she has researchad the topic and
has friends and family who slso meditate/practice mindfulnesz.
Although she isn't one to stress out for no reeson, Sally finds she
overloads her plate with tasks as she sets high standards for
herself. She had tried Smiling Mind once before howsawver she
used the app once and never touched it again. Instead she uses
Calm which she finds easiar fo use and better all around. Shs
particularly likes the sleep meditation end wishes to make thizs a
mare consistent practice s this suits her the best.

Motivation

“I want to be the
best version of
- myself so | can
Srands & influencers share this with

Cllm others”
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Journey Map : Studious Sally

Lowv Stress Level High
‘I want to be the best version of

v myself so | can share this with

Studious Sally

Sally is a part time administrator/student who enjoys meditation to Rarely - o Always
calm her mind before going to bed. She prefers using Calm due to Practices Meditation others.”
it's aesthetically pleasing and an easier to use platform in her v
opinion. None  sejection of Meditations Chosen Al
Opens Smiling Mind App Makes Meditation Meditates/Practices Mindfulness Sally Finishes Mediation
Selection

Phase 3 Phase 4

“Meditation is very
relaxing, | enjoy the mans
voice. Imagining a bubble
passing through my body.
He's relatable.”

| retumn back to the
Extended
meditation folder.

Phase 1 Phase 2

Dashboard
@ Leads me to a simple screen
with 3 options. They are all short
. meditations but the interface is
simple. I'm looking for something

longer... Ill start my search”.

Extended Meditation 15 Minutes
“Still bugs however my eyes will be
shut for 15 minutes so | can live with

this™.
Extended Meditations
Log Into App “Cool, I've found something that Begin Session
“I've had a long day goes longer than 8 minutes? “Seemed straight forward but | )
and finished study 1 have to select Start Session 2 Finished meditation. Overal | am feciing
hour ago. 9pm and times”. Still bugs in the et:;?nrat_r nrl::gl €
ready to wind down. headline. I'm not as $§u ht;o;il 1h¥nk
The app DD|€I:.ITS are annoyed to enter in that Ealm is better
not my taste. My Programs How Do You Feel Questions? the feedback.
This section is strange. There “There are bugs here. The words are Maybe it's asking
are lots of irrelevant meditations c:1verla|r11p|i1ng in the heiding. I‘\:ie gore gfmtﬁ:f;?.ztz
where | find myself scrolling for a through hoops to get here and now meditation options?

have to ask how I'm feeling. Why not

while. There is a lot of reading
ask me after | meditate?”

and no images. Very complex



Personas : Time Poor Nancy

No Time To Spare Nancy

I DN B B votivation

Goals I p7i

» Tono longer use the intamat in the morning. Faar I W a n t a

» To be meditating consistently everyday. |

s To no longer feel stressed about situations she can't control. Graowth
| °

"l want an spp | can mindlessly us Povear
to become more mindfu® Frustrations [ l , ) I n U n e S S

Socisl

s Confusing interface leading to tims wasted searching for
Age: 29 programs.
Work: Mursing = “This app feels like a textbook._too much digging”. a I ‘ a n u S e
E:TC":;L“ a Relaticnship, Mo = App feels boring with no personalisation or picturas. Brands & Influencers

Location: Sydney, Mew Sauth Walas

e B mindlessly”

F}el-so 71a| H;y Mancy has been dabbling in the fizld of meditation for the lest 8
maonths. She had heard of the app through & psychologist
Atrovert Extrovert recommendstion and seeing it on the app store. She begen ——
[ | using the spp after a poor experience using the "Head Space”
Thinking Feeling app She has expressed discontent with mindfulness apps saying
| that the : i
2 aren't personal enough and lack sttenticn to her needs, -}
Senzing Intuition ) . . Tec- WHC”Ogy
™ as often she is on the go and doesn't have much time &t home to
Judging Perceiving =it and meditate unl=ss it is right before bed time. TE Internet
] She longs for structure in her life given the sporadic nature of
|
her job and wants the app to be simpler 50 that she isn't wasting -
oftware
her time digging through content that dossn't relate to her or )
answering what she belisves to be "irelevant guestions" befors __
- . Mobile Apps
each meditsiion sesating.
|

Social Networks



Journey Map : Time Poor Nancy

- . Low Stress Level High

Time Poor Nancy . _
v [ want to an app | can mindlessly
Mancy is a full time nurse who enjoys spending time with her friends Rarely Practices Meditation Always use to become more mindful.”
and exploring spirituality. She wants to have a less stressful life as
she finds she struggles with letting go of situations she can't control.. v
Nonge  sejection of Meditations Chosen Al
Opens Smiling Mind App Makes Meditation Meditates/Practices Mindfulness Sally finishes meditation session

Selection

Phase 1 Phase 2 Phase 3 Phase 4

“Feeling better since

meditation. Yes, the app
did leave me bored but
the meditation was

great. I'm going to try

“Like the meditation a lot ih though.”
i B because the meditations other apps fhough.
Begin Session feel relatable and very

“Don't really have any feelings calming.”
but yes, | feel like I'm finally
!—Iﬁm e:?ip;really making progress!” “I just notice bugs
long day and right ?;g]::rglf?t " ?hzul I I <till don't know
now | need a break..” don't see ﬂ"&' ﬂ?ls what I'm doing but
Extended Meditations P the effects of the
“I'm just looking here to give isn't fixed? But | meditation are stll
something a try” ﬂ%r;telc;]:?:g;nﬁs with me. I'm at the
‘All programs
¢ @ ® - -
ow Do You Feel Questions?
All Programs “| see the point of this but right
Dashboard “You would assyme_that there hef(_:re this meditation? Hmr_nm. .I'm
“l just see all this stuff on a e e e feeling so lost and yeah, | didnt
screen. It speak to me at all chronological order. Introduction answer 1helse questions truthfully.
Very cluttered and | don't is not where the introduction is Also, what's wrong with the
understand the relevance to me and I'm searching and needing headsine?
With ne guidance, I'm just . to read everything. Didn't think |
clicking and hoping for the best”. was signing up for this much

reading”



Personas : Ambitious Mandy

Ambitious Mandy

1 hold myself to a higher standard, |
expect you to do the same.”

Age: 40

Work: Entreprensur

Family: Marriad, 2 Children
Location: Sydney, Mew South Wales
Character: The Commandar

Personality

Introvert Exirovert
|
Thinking Feeling
|
Eznzing Intuition
|
Judging Percsiving
|

Goals

e To bDe mediating once & cay befors Ded Tims.
e Tolose weizht and lowsr blood pressure,
e To Deternandle negative emotions from Nerself and oiners,

Frustrations

» Does=n't understand why the app asks for how she is fesling
with no eapp personalization.

» "The typography blends with background which is difficult for
me to see..this app left me feeling confusec”

e Lotz of bugs in the spp.

Bio

Sally was advised to start meditation after being disgnosad with
higher blocd pressure 4 years ago. Most of her meditstion
practice she has tried in paid studios {in parson) however she is
open to using app based meditation as she can use her wirslass
headphonas. At this stags. she runs a succassful cleaning
business which reguires little time on the job however she does
need toc ensure har employses are fulfilling their duties. Sally
realises that she lashes cut at people with little regard for their
feelings and creates tense envircnments that she wishes o
prevent from happening. She has been fold that mindfulness can
help her and she would spread the good word if it works for har

Motivation

Incentive

Fear

Growth

Paower

%]
[s]
L,
W

Brands & Influencers

Technology

IT & Intarnat

Softwars

Maokile Apps

i

ocial Metworks

“I hold myself to
a higher standard
and | expect you
to do the same”



Journey Map : Ambitious Mandy

0nC Low Stress Level High

Ambitious Mand _
y v ‘I hold myself to a higher standard,
Mancy is an entrepreneur, mother of two, married with a lot of Rarely Practices Meditat Ahways I expect you to do the same.”
passion and drive. She has high blood pressure and mindful when ces o '
she gets stressed, she lashes out to the detriment of her v
relationships. None  selection of Meditations Chosen Al
Opens Smiling Mind App Makes Meditation Meditates/Practices Mindfulness Mandy finishes meditation session
Selection

Phase 1 Phase 2 Phase 3 Phase 4

“I opted for the Exploring

Log Into App the Breath and LOVED it.”
“I've heard good
lhlngs about Smiling
Mind, however I'll be
the judge
. “I retumn back to the
How Do You Feel Questions? Adult ':"Ed“ﬁﬁﬂ'"
“Already noticing bugs in the app and folder.
L{iﬂe",';es;,";g';}fr"g through hoops _ _ Finished meditation.
Begin Session Still bugs in the
“Bugs here, screen is plain but headline. I'm not as
not a deal breaker™. annoyed fo enter in
the feedback. Would ;
Maybe it's askin ould | use this
Dashboard me‘!;m-:e to ? app again?
“What can | say? | already feel personalize Probably not. There
confused and overwhelmed. | My Programs meditation options? are other apps I'd
don’t know where | am or where Way too much reading here and ' want to try with
I’'m supposed to be? Should | already find myself losing great meditations.”

know this?" interest.



Storyboard: Guiding The User To What They Need

An ideal user
scenario for
the updated
Smiling Mind
app

OK it recomm ends
"Exploring Thoughts”...
definitely what I need

**XINTUITIVE SELECTION** *EMEDITATION IN PROCESS**

*E¥MEDITATION COMPLETE**




Competitors: Strong Ul Engagement Promoting
Easier Navigation

buddhify”




ldeation Thinking

How Might We Statements:

HMW create an app that feels like a friend/more personal?
HMW simplify categories of meditation?
HMW guide users through Smiling Mind’s app?

Hypothesis Statements:

We believe that people like Mandy have a problem being guided to meditations
which causes a lack of engagement.

We will know we have succeeded when she engages with the app daily, which will
naturally increase the personalisation of the app over time according to her needs.
Pending the success of the hypothesis above, the same principles will be applied
to solve challenges for Nancy and Sally.



Sketching Scenarios

Guidance,
engagement &
personalization
in the first few
moments...



Sketching Wireframes

NeR
\ W f &

7z

Draft Models &
Information
Architecture



Sketching Wireframes

Sketches of
Introduction
for first time
users



Sketching Wireframes

Y ',.’-.\ i ”,.;; '.ﬁ A

Sketches of the
new ‘Just For
You’ option




Sketching Wireframes

Sketches of the
new ‘Mood’
option
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The User Flow

1-=10 min

21-31min

;

30 + min

Opens App

Streszed

I
i

Deprezzed

v

select
First Time Lsers Mood

Introduction

Calm

Il
IH
2

Grateful

E

Wake Up

]

Going To Sleep

At Work
User Chooses

L1l

Meditatian Type Studying List of suggested meditations

S o]

(Home)

> Meditation Begins




The User Journey: Time

—)| Just for You

21-31 min

Opens App

Cepreszed

Introguetion

selact N
First Time Users nood

Wake Up

Going Te Sleep

At Wark )
User Chooses s

Meditation Type i Studying List of suggested meditations

(Home)

user
Selects
Meditation

Travelling l . Meditation Bagins




Concept A Wireframe : Time User Journey

Welcome to Smiling
Mind Mandy

How Can We Make Your Mind
Smile Today?

'

< Breath & Thoughts

10f1

< 11 - 20 mins

1- 15 resulis

< Time

Select Time Frame

o n n

Dashboard ~ Favourites Search More Home Dashboard  Fawourites Search More

Unplug Before

You Sleep

15:38

©

Home Dashboard  Favourites Szarch More Hams




The User Journey : Just For You (Personalised Option)

1-10min
21-31min
im

|

Wake Up

Going To Sleep

At'Work

Studying

v
1
é.
L1

> Meditation Begins




Concept B Wireframe : Just For You User Journey

Welcome to Smiling &< Just For You & Finding Your Inner Master
Mind Mandy
How Can We Make Your Mind 1 - 10 resulis m e

Smile Today?

'
—

..... ..... 4 Q D)
Home Dashboard  Favourites Search

Saarch Mare

Finding Your

Body Scan
Inner Master

Bubble Journey

7:03 4:28

Home Dashboard Fawouries




The User Journey : Activity

Opens App

First Time Users
Introguction

User Chooses

Meditation Type
(Home)

—)I Just for You

1-10 min

21 —31 min

20 + min

Stressed

Deprezzed

Happy

Mood

W

IIQI
3

Going to Sleep

At Wark

L

Studying

—

Angry

Grateful

Distracted

Maditation

¥

List of suggested meditations

> Meditation Begins




Concept C Wireframe : Activity User Journey

Welcome to Smiling

Mind Mandy

How Can We Make Your Mind

Smile Today?

'
-

< Going To Sleep
1 -4 results m

< Activity

What activity are you performing?

- H

Waking Up Going To Sleep

Home Dashboard Fawourites Search More

é Unplug Before You Sleep

10f1

Unplug Before
You Sleep

15:38

O

Home Dashboard  Favourites Search More

Home Dashboard Fawourites Search Maore




The User Journey : Mood

1-10 min

11 -20 min

21 -31 min

Opens App 30+ min

Deprezsed

Wake Up

Going To Sleep

At Wark

User Chonses

Meditation Type Studying

(Home) User

Selects

Maditation

Travelling Maditation Begins

List of suggested meditations




Concept D Wireframe : Mood User Journey

Welcome to Smiling

Mind Mandy

How Can We Make Your Mind

Smile Today?

. -

A

Time
ctivity

Home Dashboard Favouries Search More

< Mood

What is your current mood?

Home Dashboard Fawourites Search More

e

1 - 4 results

Home

Stressed

Deactivate Fight
or Flight

T:30

Dashboard  Favourites Search Mare

Stress

1o0f1




The User Journey : Guided Introduction

Opens App

First Time Users

Introduction

User Chooses

—){ Just far You
o]

Meditation Type

(Home]

1-10 min

i

11 -20 min

21—31 min

30 + mim

Stressed

Depressed

Select o Happy
Mood -
° Calm
L aev |

—

Wake Up

]

Going to Sleep

At Work

I 11

Studying

Relationships

List of suggested meditations

4 Meditation Begins




Concept E Wireframe : Guided Intro User Journey

How would you describe

your experience with What is your reason for

meditation? e
Welcome to Smiling Mind Before we dive in, | just . .
Nancy want to ask you some
quick questions to get to
It's so nice to finally meet know you better
. . .
> > <« g

Thank you Nancy!

What is your reason for When do you meditate the So based on your Here are some options
meditation? most? feedback.. just for you
. . :
&« & <« 2> & rilexplore solo thanks




Testing & Results Summary

Testing

Hypothesis

Comments

You have a short window
during your lunchbreak and
decide that you are going to
meditate to calm your mind.

Without using the search
function, locate a
meditation that is 5 minutes
and under.

User will select Time
User will select options
between 1 — 10 minutes.

You are on the bus, bored
and thinking meditation is
going to make you feel
better given your still 20
minutes from home.

Without using the search
function, select your
personalised meditation
within 30 seconds.

User will select ‘Just for
You’

User will select and option.

User will achieve this in 2

It’s approximately 11pm
and you know you need to
be awake at 5am
tomorrow, so you think a
meditation to wind down
will help.
Without using the search
function, find ‘Unplug
Before You Sleep’
meditation within 3 clicks.

User will select Activity
category.
User will select ‘Going to
Sleep’

You take a moment to
gather yourself to meditate
after a stressful
conversation with a staff
member.

Without using the search
function, locate the ‘Stress’
option within one minute.

User will choose the ‘Mood
category’
User will choose ‘Stress’
User will do this within 3

clicks. User will select ‘Unplug clicks.
Before You Sleep’

86% 67% 86% 50%

° Look to create more branded illustrations with very brief descriptions of categories — pictures attracted more
engagement with eye tracking results.

° Provide an interactive introduction to new sections (when used for the first time).
° Dashboard should be renamed as ‘my profile’.
° The clean layout is not overwhelming to look at and is visually appealing and was noted as a ‘liked’ feature.
° Potentially look to integrate some kind of newsfeed with a social element added to the app. Every candidate

approved of a news feed stating it was simple to use.

° Some users thought ‘tired’ was in ‘mood’ option.
° Overall consensus was that the app felt like it belonged to the user.

Category Feature
1. 2. 3. 4 5.

You have never meditated before and
decide to give Smiling Mind a try after the
positive news you have heard.

Navigate to the home screen within 30
seconds.

User will select each option as it comes.
They will pass 8 screens.
At the end, they will choose the ‘explore
solo button’

86%
° Some of the candidates found the
introduction unnecessary.
° Instead of saying ‘explore solo’, say
‘return home’ as a button.
° Some privacy concerns with

information being stored —
perhaps add an option to skip
straight to the home page.



Test Results Table

Mission Intro

User 1. Pass
Pass
Pass
Pass
Fail

Pass

86% Pass

Pass Rate

Pass
Fail
Fail
Pass
Pass
Pass

67% Pass

Pass
Pass
Fail

Pass
Pass
Pass

86% Pass

Pass
Pass
Pass
Fail
Fail
Fail

50% Pass

Pass
Pass
Pass
Fail

Pass
Pass

86% Pass



