
Planning a 
Patient 
Education 
Program

Monica Lin



Introduction

• Musculoskeletal Innovation Factory (MSK-IF) is an innovation hub that supports and enable solutions to 
challenging problems in MSK health
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Learning Objectives

1. Introduction to User Experience
2. Building the Patient Education 

Program
3. User testing & refinement



• Understanding your users to create 

experiences that are meaningful, 

intuitive, and easy to use 

• Includes aspects of branding, user 

interface (UI) design, psychology, 

usability

What is User 
Experience (UX)?



• Digital programs improve accessibility 

of education but success can depend 

on usability

• Good UX improves the likelihood that 

patients will:
• Complete the program

• Understand the information

• Feel confident applying it to manage 

their health

Why user experience 
(UX) matters in patient 
education



Design Goals in Digital Patient Education Programs

Enhance understanding and learning with clear 

organization, plain language, intuitive navigation, engaging 

visuals

Support behaviour change by encouraging healthy, 

sustainable lifestyle habits

Reduce cognitive burden so patients can focus on learning 

rather than figuring out how to use the program

Build trust and confidence in patients' ability to manage their 

health & make informed care decisions





Design Thinking Process

Ensures solutions are human-centered, effective, and responsive to 

user needs rather than designed based on assumptions



Understanding the User

• Who is the target user, what is their context, challenges 

they face

• Types of activities

• Exploratory Interview: understand how a user thinks 

about a problem, their experiences, attitudes or 

barriers

• Survey: identify patterns across a population, 

including preferences for content, learning needs, and 

delivery preferences

• Card sorting: how people naturally organize 

information



User Interface Design

Usability Heuristics: 

general design principles 

that help make a system 

easy to use

Visual Design: how 

information is presented 

on the screen

Accessible Design: 

ensures interface is 

usable by people with a 

wide range of abilities 

and needs



Usability Heuristics (1/3)

• Use specific and familiar language for users

• User research can uncover familiar terminology, and mental models

Technical language, jargon, 

acronyms

Clear headlines, plain language, concise 

explanations

The system should communicate with users in a natural and familiar way



• Contextual guidance – provide 
short prompts, tooltips, instructions 
where they’re needed

• Consistency - of buttons, icons and 
interactions working the same way 
throughout the program

Usability Heuristics (2/3)

Promote recognition in interfaces 

rather than recall



Usability Heuristics (3/3)

• Support should be easy to find and available at 
the moment it’s needed

• Two types of help:

• Proactive help introduces users to the 
interface before they use it 

• Reactive help is provided when users are 
completing a task

Help and Documentation



Visual Design

• Aesthetic-usability effect: 
users perceive aesthetic 
products as easier to use

• A strong visual system 
builds user trust in the 
credibility of product and 
brand



Accessible Design

• What is accessible design?

• Creating digital experiences that can be 
used by as many people as possible

• World Wide Web Consortium’s Web Content 
Accessibility Guidelines (WCAG)

• Best practices for making digital content 
more accessible

• Many accessibility features improve user 
experience for everyone



Redesigned Joint Protection Program



Joint Protection Guidelines (Part 1)-720p-260630.mp4

https://app.vyond.com/videos/9c4b42c9-
d179-4259-944d-bb1a25c39513

http://drive.google.com/file/d/1QF7y_SI9RSxezPge_1YmoGbU8tyJSiKH/view
https://app.vyond.com/videos/9c4b42c9-d179-4259-944d-bb1a25c39513
https://app.vyond.com/videos/9c4b42c9-d179-4259-944d-bb1a25c39513
https://app.vyond.com/videos/9c4b42c9-d179-4259-944d-bb1a25c39513
https://app.vyond.com/videos/9c4b42c9-d179-4259-944d-bb1a25c39513
https://app.vyond.com/videos/9c4b42c9-d179-4259-944d-bb1a25c39513
https://app.vyond.com/videos/9c4b42c9-d179-4259-944d-bb1a25c39513
https://app.vyond.com/videos/9c4b42c9-d179-4259-944d-bb1a25c39513
https://app.vyond.com/videos/9c4b42c9-d179-4259-944d-bb1a25c39513
https://app.vyond.com/videos/9c4b42c9-d179-4259-944d-bb1a25c39513


Interactive Activities

Interactive house:

• Features practical tips on 
applying joint protection to 
everyday tasks

• Valued by participants for self-
paced exploration of different 
rooms and tasks



Interactive Activities

Daily Recommended Protein 
Calculator

• Practical takeaway for 
supporting behaviour change



Usability Testing

• Participants complete tasks 

while the researcher observes 

their behaviour and listens for 

feedback

• “Think a-loud” method: 

participant narrates their 

actions and thoughts as they 

perform tasks



Are there usability issues you see here?

• Observation: The 

help icon added extra 

steps and made 

instructions less 

visible

• Replacing icon 

with plain text 

reduced 

unnecessary clicks 

and made the 

instructions easier 

to find



Takeaways from Usability Testing for Hand Joint 
Protection Program

Users valued: Users concerns:

Clear language and 

presentation of content in 

videos

Interactivity – effective for 

reinforcing key points

Excessive clicking can cause 

strain for individuals with hand 

pain

Self-paced exploration and 

intuitive navigation aligned with 

expectations from other 

platforms

Technological literacy



UX Metrics

Behavioural Attitudinal

Time per task System usability scale 
(SUS)

Task success Customer satisfaction 
(CSAT)

Error or navigation issues Net promoter scale (NPS)



Key Takeaways

Reach and 

effectiveness of digital 

health education 

depends on usability

Involve the user when 

developing the 

program



Thank you!



E-Learning Platform

Articulate Rise
• Rapid development of e-learning courses

• Uses pre-built, block-based layouts

• Limited design flexibility

Articulate Storyline
• Highly customized and interactive e-

learning

• Slideshow-based lesson pages

• Can be used to create interactive activities
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