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Website Redesign



Bond Vet tasked me to redesign the Bond Vet website to improve 
the overall user experience with a focus on 3 main goals: 

• Pinpoint drop-off on site 

• Understand how users feel about brand & messaging 

• Increase appointment bookings

Project Brief



Assessment of Current Site



Analytics Review Goals

Google Analytics

• What device do visitors use most? 

• What are the most visited pages? 

• Which page has the highest conversion rate? 

• Where are visitors dropping off the site?

(Dec 2019 - Jan 2020)

Hotjar 

• How do visitors currently interact 
with the pages? 

• Which pages, sections or elements 
are they viewing/interacting with 
most? 

• Where are visitors dropping off the 
site? 



Analytics Review

Google Analytics

• Mobile is most used device, out of 
842 total bookings, 533 came from 
mobile 

• UES and Home Page are the most 
visited pages, have high bounce 
rates and lead to most conversions Most Viewed Pages



Analytics Review

Google Analytics
• Most users start on home page, 

navigate to clinics page, then return 
to home page, drop off rate is 60% 
for this flow 

• Users that start on home page & then 
navigate to services page, stay on 
site longer 

• Still need to understand why this is 
happening 

Overall Behavior Flow

Home to Clinics Page Behavior Details



Analytics Review

Hotjar

• Heatmap recorded 1,000 users since 
last week (Jan 13th - Jan 20th, 2019) 

• Home Page: 50% of visitors scroll 
below the header image 

• Still need to understand what info is 
important enough to them to stay 
on the page 

Home Page Look Who's Talking About Us



Testing Current Website Usability

• 6 participants (2 male, 4 female) 

• Pet owners living in NYC 

• Ages 24 - 46 

• iPhone users 

Participant Information

• Understand what users want to know 
when looking for a vet 

• Observe how they navigate through site 

• Learn what users think of current Bond 
Vet site  

• Identify problem areas 

Test Goals



Current Site Usability Test Overview

• Scenario: You are looking for a new vet 
clinic to take your pet to and want to 
make sure it’s the right fit. 

• Task: Explore the Bond Vet website 
and find out about what they do and 
anything else you would want to know 
before making an appointment.

• How did you find your current vet? 

• What information did you look for when 
choosing a vet? 

• How do you book appointments with your 
vet?

Scenario & TaskQuestions Asked



What did we learn?

• 6/6 users thought the site looked professional and liked the brand colors and graphics 

• 6/6 users read reviews and looked at the star rating on Google or Yelp when searching for a vet 

• 6/6 users mentioned that nearby location and pricing are most important to them  

• 6/6 users call to book appointments with their current vets 

• 4/6 users learned about their current vet through word-of-mouth or referral 

• 5/6 users stay loyal to their vet once they’ve established a good relationship with them



Results From Usability Testing

Home Page

While 6/6 users completed the task of 
learning about what Bond Vet does, some 
users encountered some moderate issues.  

• 4/6 users thought that the header image 
took up too much space and top line text 
was hard to read 

• 3/6 users expected the “Book $15 first 
exam” button to take them to a page with 
more info on exams and pricing 

• 6/6 users were interested to learn more 
about the info under the “We're 
Different” section

We’re Different Section

Home Page Key Insights:
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“This is the information I’m actually looking for!” - User



Results From Usability Testing

Home Page We’re Different Section

Home Page Recommendations:

• Remove text from top line.  Clarify 
language on or above “Book $15 exam” 
button to describe where button will take 
users.    

• Link button to Pricing section on Services 
page or create separate page for this info.  

• Move info in We’re Different section to 
peek above the fold.



Results From Usability Testing

Services Page

• 3/6 users mentioned they weren’t sure 
what exactly BV could treat and what they 
couldn't 

• 3/6 users tried to click on items in 
accordion menu, expecting it to take 
them to another page 

• Users were confused why some services 
in the menu were open and others were 
closed 

Services List Scroll

Services Page Key Insights:

“Would I be able to bring my cat here if he 
broke a bone? Is that urgent care?” - User
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Results From Usability Testing

Services Page Services List Scroll

Services Page Recommendations:

• Change services accordion menu to all 
open or all closed 

• When menu item is open, change “-“ to up 
arrow to indicate it can be closed 

• Clarify language in Urgent Veterinary Care 
description to explain what you can treat 
and what you can’t.  (ie: "If it’s after hours, a 
serious injury or life-threatening illness, 
we’ll refer you to a nearby 24-hour 
emergency hospital.”)



Redesign & Test



Home Page Design Changes

Old Home Page
Redesigned Home Page



Services Page Changes

Old Services Page

Redesigned Services Page



Clickable Prototype
https://bondvet.invisionapp.com/console/share/E711AXOMC3

https://bondvet.invisionapp.com/console/share/E711AXOMC3


Testing Redesigned Website Usability

Participant Info:

• Tested 6 people 

• Ages 23 - 56 

•  4 dog owners, 2 cat owners 

• 6/6 said location was most 
important to them when 
looking for a vet

• Scenario: You are looking for a new vet 
clinic to take your pet to and want to 
make sure it’s the right fit. 

• Task: Explore the Bond Vet website 
and find out about what they do and 
anything else you would want to know 
before making an appointment.

Scenario & Task



Results From Usability Testing Round 2

Homepage:

• 4/6 users’ first click, was to the menu followed by the Services 
page. 

• 6/6 users expected the Learn More button to take them to a 
page with info on that exam. 

• 3/6 users wondered how Bond Vet is a new kind of vet clinic 
and what is designed around them and their pet, after reading 
copy on header.   

• 6/6 users expressed excitement over the info in the We’re 
Different Section

Updated Home Page Updated We’re Different Section
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Recommendations

Homepage:

• Change “new kind of vet clinic” copy.  

• Link “Learn More” button to Services page instead of Clinics Page 

• Consider changing “designed around you and your pet” copy to avoid confusion.



Results From Usability Testing Round 2

Services Page

Services List Expanded About Us Page

1 2

• 5/6 users read service descriptions & enjoyed 
that they were clear & concise 

• 3/6 users were shocked to see Euthanasia so 
high up in the menu. 

• 3/6 users were looking for info on insurance 
and payment options.
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Results From Usability Testing Round 2

About Us Page

Meet the Team SectionAbout Us Page
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• 4/6 users mentioned the copy on the hero image is 
hard to read. 

• 3/6 users said they didn’t expect to see the Book 
Now button right up front on a page about meeting 
the team.  

• 4/6 users mentioned that seeing photos & bios of 
the doctors & staff made them feel more at ease 
and trusting of vets.  
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Recommendations

Services: 

• Move Euthanasia to be last in menu.  

• Add section on accepted insurance plans and payment methods. 

About Us:

• Remove Book Now button from header. 

• Change hero image or edit copy to make easier to read 



Responsive Design Updates - Home Page



Responsive Design Updates - Services Page



Next Steps

• Collaborate with developer to implement changes 

• Monitor Google Analytics & Hotjar to track conversion 
improvements 

• Test & Redesign booking flow 

• Meet with clinic staff to understand in-clinic processes and how 
the website could help make them more efficient  


