
Scheduler Optimization
Improving Start Rate and Completion Rate



Purpose

• Understand where users are falling out of 
the scheduler funnel

• Understand biggest areas of opportunity 
& impact

• Identify UX/UI areas for improvement to 
increase start & completion rate

Methods

• Heuristic Evaluation

• Competitor Evaluation

• User session analysis using 
ContentSquare



Completion Rate
• % of scheduler starts that complete scheduler

• 2 step process – doesn’t include locator step



Scheduler Abandonment – All Sessions

• Completion rate of 53%

• 39% of sessions don’t get 
past Exam Info (step 1)



Scheduler Abandonment – Mobile

• Completion rate of 51%

• 40% of sessions don’t get past 
Exam Info (step 1)



Scheduler Abandonment – Desktop

• Completion rate of 55%

• 36% of sessions don’t get 
past Exam Info (step 1)



Competitor Review

How do other schedulers work?
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1. Warby

2. LensCrafters

3. Cohen’s

4. MyEyeDr.

5. Apple



Warby



Cohen’s



LensCrafters



MyEyeDr

11



Usability Heuristics

Neilsen

12

1. Visibility of System Status 

2. Match between System and the Real World 

3. User Control and Freedom 

4. Consistency and Standards 

5. Error Prevention 

6. Recognition Rather Than Recall 

7. Flexibility and Efficiency of Use 

8. Aesthetic and Minimalist Design 

9. Recognize, Diagnose, and Recover from Errors 

10. Help and Documentation 

More info in appendix or here: https://www.nngroup.com/articles/ten-usability-heuristics/

https://www.nngroup.com/articles/ten-usability-heuristics/


Usability Heuristics Summary

● We do a good job of showing the user the system 
status (#1) and allowing the user to go back and 
edit (#3)

● We need to improve user control (#3), error 
prevention (#5), minimalist design (#8) and 
efficiency (#7)
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Global - Docking Continue Button

● The continue button is enabled even if the 
user has not completed the form

● The Continue button is also docked at the 
bottom of the viewport on mobile which takes 
up valuable screen space

● This leads to unnecessary errors (#5)

● Recommendation:

○ Test “undocking” the Continue button

○ Move the legal copy below the CTA button



Step 1: Exam Info

• Slot selection is the biggest area for 
optimization in the scheduler
• 40% of sessions abandon 
• Step 1 is long and the entire slot 

selection is below the fold (#7) – 
combined with the enabled Continue 
button, it is easy to think that you can 
hit continue – causing errors (#5)

• Recommendation
• Make slot selection the next step or 

at least jump page down (scroll) 
when user completes the special 
needs question.



Step 1: Exam Info

• Recommendations

• Another test would be to split the slot 
selection into another step

• It adds a step, but makes it clearer 
what we are asking the user to do 
on the page

• Additionally, when there are no slots 
for a day part, we just give an ”All 
Booked” message

• Check to see if there are any 
stores in proximity with slots 
available at that date/time



Step 1: Exam Info

• Recommendations

• We should also consider a simpler slot 
presentation without the parts of the day 
(#8)

• Users on ContentSquare were frustrated by 
the day part selection, especially when 
changing days (#4)

• Test sticky day parts prior to removing

• LensCrafters does this

• Warby and Apple use a similar layout with 
days horizonal and slots vertical



Step 2: Patient Info

• The form is below the fold on 
load with the user only able 
to see the summary (#6)
• Recommendation: Test 

minimizing these content 
blocks with the ability to 
open for more detail – 
this will bring the main 
form into the viewport

• The “Sign In Now” CTA is 
very easy to miss (#7)

• For users that have an 
account, we will be able 
to prefill info with a 
login

• Recommendation: Test 
adding prominence to 
the Sign In link
• Not many users 

login so this is low 
impact



Step 2: Patient Info

• We have confirmed that we do 
not need to collect the “Phone 
Type” (#8)

• All users should be added to the 
database as Mobile by default 
because we message them 
either way.

• Recommendation: Removing 
this question should increase 
completion slightly

• The DOB validation and 
inputs are sub-optimal (#5)

• Recommendation: We 
should conduct a test to 
make these more intuitive



Confirmation

● This image is incorrectly proportioned on 
mobile

● The green “the appointment was 
successfully booked” copy is redundant and 
can be removed

● These changes won’t improve completion 
rate, but will bring the relevant information 
higher up the page

● Recommendation: study the user behavior 
from this page & determine what we want 
them to do next



Low Hanging Fruit

• We have confirmed that we do not need to collect 
the “Phone Type”

• All users should be added to the database as 
Mobile by default because we message them 
either way.

• Removing this question should increase 
completion

• We will also permanently remove the SMS opt in 
checkbox


