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The product: 

Queerly Counseling is an app designed to help 

members of the LGBTQIA+ community connect 

with supportive and knowledgeable mental health 

providers.

Project overview

Project duration:

March, 2021 - June, 2021



The problem: 

Members of the LGBTQIA+ community often 

struggle to find mental health providers who have 

the necessary expertise to properly assist them 

with their unique needs.

Project overview

The goal: 

Build an app that makes it fast and easy for 

LGBTQIA+ users to find experienced mental 

health providers who understand them and their 

communities.



My role: 

UX designer designing an app from conception to 

delivery that seeks to aid the LGBTQIA+ 

community in finding a therapist.

Project overview

Responsibilities: 

Conducting interviews, paper and digital 

wireframing, low and high-fidelity prototyping, 

conducting usability studies, accounting for 

accessibility, and iterating on designs.



Understanding
the user

● User research

● Personas

● Problem statements

● User journey maps



User research: summary

I began my research by interviewing a diverse group of members of the LGBTQIA+ community about 
their experiences — positive and negative — while searching for knowledgeable and competent mental 

health providers. 

At the outset, I assumed the primary pain point for users would be finding a provider with relevant 
experience. However, after speaking to users, I realized the actual problem was filtering out 

providers who aren’t a good fit to save the user time and frustration.



User research: pain points

Time

Finding a relevant 
provider can be 
time-consuming

Price

Comparable services can 
be very costly and don’t 

accept insurance

Outdated Info

Many provider websites 
are outdated and/or 

inaccurate

Dishonesty

Many providers falsely 
claim to accept the 

LGBTQIA+ community
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“I had a hard time at first looking for a therapist. I tried my insurance’s website at first. There wasn’t a clear way to search by 
competency and location. And the better search on Psychology Today was actually full of very outdated information.”



Persona: Jen

Problem statement:

Jen is a newly out trans 

woman and working mom who 

needs to quickly find a 

therapist knowledgeable about 

trans issues because she 

doesn’t have time to sort 

through inexperienced or 

unaccepting providers.



User journey map

Understanding Jen’s journey 

revealed how important it is 

for LGBTQIA+ users to have 

quick and reliable access to 

mental health providers who 

understand them and have 

experience working with their 

communities.



● Paper wireframes

● Digital wireframes

● Low-fidelity prototype

● Usability studies

Starting
the design



Paper wireframes 

While wireframing, I 

experimented with different 

ways of presenting providers 

on the home page before 

settling on a combination 

of three options: by 

Matching, by Featured 

Providers, or by Specialty.



Digital wireframes 

Users want to quickly and 

easily filter providers. 

Further, a majority said they 

would like a questionnaire 

that would match them with 

an appropriate provider.

To encourage 
participation, 
the matching 
questionnaire is 
prominently 
placed

Featured 
provider profiles 
give an 
at-a-glance 
human touch

Identity 
specializations 
help users find 
providers fast

“If I’m searching for lgbt I don’t want to get 
dumped into a list of everyone who has that 
string in their bio.”



Digital wireframes 

A majority of users wanted to 

quickly review a provider’s 

bio, credentials, and financial 

information.
Due to the 
ongoing 
pandemic, users 
want the ability 
to see a 
provider’s rates 
for in-office and 
remote sessions

A provider’s 
photo and star 
rating are 
featured 
prominently to 
reinforce user 
trust

“I found that a lot of therapists list themselves 
as lgbt competent or friendly but don’t actually 
have a lot of experience.”



Low-fidelity prototype

Screenshot of 
prototype with 
connections or 
prototype GIF

The main user flow consists of 

finding, selecting, and booking an 

appointment with a provider. I 

emphasized speed and simplicity in 

the flow.

View the full Queerly lo-fi prototype 

https://www.figma.com/proto/m9uZMXiSTdqzfYXc3w6dOX/Queerly-Lo-Fi-Prototype?node-id=1%3A2&scaling=scale-down&page-id=0%3A1


Usability studies: parameters

Study type:

Unmoderated usability 

study

Location:

United States; remote 

Participants:

5 participants 

Length:

10-15 minutes

1

Study type:

Unmoderated usability 

study

Location:

United States; remote 

Participants:

9 participants 

Length:

10-15 minutes

12



Usability study: findings
I conducted two rounds of usability studies. Findings from the first study helped guide the designs 
from wireframes to mockups. The second study used a high-fidelity prototype and revealed what 
aspects of the mockups needed refining. 

Users disliked the calendar on the 
scheduling page

1

Provider specialties were most-used 
browsing method

2

Users want the ability to save providers 
and compare them later

3

Round 1 findings

Users had difficulty finding their 
scheduled appointments

1

Some colors and the navigation bar 
weren’t optimized for accessibility

2

Round 2 findings



● Mockups

● High-fidelity prototype

● Accessibility

Refining
the design



Mockups

Early designs focused on 

emphasizing the matching 

questionnaire, but usability 

studies revealed that users 

preferred to browse 

specialities. I revised the 

design to emphasize those 

but in a smaller part of the 

frame, and included other 

tools to help users get 

started. 

Mockup 1 
before 

Mockup 1 
after

Before usability studies After usability studies



Mockups

The second usability study 

revealed problems with 

accessibility and 

navigation. Users reported 

difficulty reading the booking 

calendar and navigation bar, 

so I updated the colors for 

better contrast, changed 

the calendar icon, and 

added descriptive text.

Mockup 2 
before 

Mockup 2 
after

Before usability study 2 After usability study 2



Mockups - main user flow

Main 
mockup 

screen for 
display

Main 
mockup 

screen for 
display

Main 
mockup 

screen for 
display

Main 
mockup 

screen for 
display



High-fidelity prototype

The final high-fidelity 

prototype presents several 

clean and speedy ways for 

users to browse for and 

book an appointment with 

a provider directly from 

the homepage.

View the full Queerly hi-fi prototype 

Screenshot of 
prototype with 
connections or 
prototype GIF

https://www.figma.com/file/ZRAOCqtFfNzP2Fgs8CF7Vd/Queerly-Hi-fi-mockup?node-id=0%3A1


Accessibility considerations

Where possible, 
iconography was used in 

addition to text.

Special attention was paid 
to color and color contrast 

throughout.

Hierarchy was strongly 
considered for those using 

screen readers.
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● Takeaways

● Next stepsGoing forward



Takeaways

Impact: 

Queerly helps LGBTQIA+ users feel like their 

mental health needs are a priority rather than an 

afterthought.

What I learned:

While working on Queerly, I quickly learned 

that I needed to let users tell me what their 

problems were rather than assuming I knew. 

I also learned how important accessibility is in 

design, especially in small details like color 

choice and iconography.

“My mental health is significantly affected by issues related 
to my lgbtqia+ identities. An app where I can determine who 
is comfortable and able to help me work through this versus 
people who claim to work with this community but are not 
actually comfortable dealing with specific issues would be 
very helpful.”



Next steps

Conduct further research 
to test what a matching 

questionnaire should ask 
and if it’s necessary.

Interview mental health 
providers to understand 

their needs for a 
provider-only version.

Design, wireframe, 
prototype, and run usability 

tests on a provider-only 
version.

1 2 3



Let’s connect!

Insert a few sentences summarizing the next steps you would take with this 

project and why. Feel free to organize next steps in a bullet point list. 

Thank you for your time reviewing my work on Queerly! If you’d like to
see more or get in touch, my contact information is provided below.

Email: rykrondesign@gmail.com
Website: rykrondesign.com

Twitter: @rykrondesign

http://rykrondesign.com
https://www.twitter.com/rykrondesign


Thank you!


