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ABSTRACT

In the United States, the prevalence of mental health disorders among
youth is alarmingly high, with one in six aged 6-17 experiencing such
challenges annually. Shockingly, half of these affected youth do not
receive the treatment they urgently need, contributing to the grim
statistics of suicide, which claims a life every 11 minutes and sees a
suicide attempt every 26 seconds. Addressing this crisis, a non-profit
organization has developed a fun and entertaining app aimed at
empowering children's mental health through the transformative
power of dance therapy.

The app stands out for its focus on enhancing both cognitive skills and
physical activity, utilizing patented motion-tracking technology to offer
Interactive sessions. Moreover, the app's content is carefully curated
by board-certified psychiatrists, ensuring its pedagogical effectiveness
and therapeutic value.

This poster presents the results of user research conducted by HITLAB
for the app, employing methodologies including user persona
creation, empathy mapping, and customer journey mapping. Through
this comprehensive approach, we gained profound insights into the
diverse needs, emotions, and experiences of the app’s target
audience. By synthesizing these findings, we have refined our
strategies to enhance every facet of the customer journey, ultimately
aiming to provide meaningful support and intervention for youth
struggling with mental health challenges.

STUDY OBJECTIVE

* Tocomprehensively understand the characteristics, needs, and
preferences of the app’s target customers through the analysis of
user personas, empathy mapping, and customer journey
mapping.

* Analysis of results to uncover valuable insights and preferences
to inform strategies for customer engagement, satisfaction, and
market penetration based on the results.

METHODOLOGY
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1. User Persona Research:

Demographic and psychographic data were gathered through online
research and literature reviews. Fictional personas were developed
based on the collected data to represent typical users of the app.

2. Empathy Mapping:

Secondary research was conducted to gain insights into users'
experiences, feelings, and perspectives. Create Empathy Maps:
Visual maps were constructed to compile users' goals, motivations,
and behaviors.

3. Customer Journey Mapping:

All stages of interaction between users and the app were mapped
using data collected from online sources, reports, and competitor
reviews. This facilitated the visualization of the user's journey,
illustrating their actions, emotions, and interactions with the app,
providing a comprehensive understanding of their experience.

4. Integration and Synthesis:

Insights from user research, empathy mapping, and customer
journey mapping were compared and findings were condensed into
actionable insights for refining the app. Recommendations were
developed to optimize customer experience.
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RESULTS

User Persona Research

* Through user persona research, we identified a spectrum of distinct user archetypes among parents and

children.

 Parent personas included busy parents overwhelmed by the special needs of their child, parents grappling

with confusion regarding their child's behavior, and

others facing social stigma or cultural barriers.

 Children personas included cases such as a child diagnosed with anxiety disorder, an undiagnosed and
untreated child, and even a child resistant to treatment.

Pain Points
Mark Johnson
* Helplessness and confusion about Lily's behavior.
Age: 45 * Feelings of guilt for not being able to pinpoint what's wrong.
Gender: Male * |solation and lack of support or guidance.
Marital Status: Married

Occupation: Graphic designer Needs

Children: Three, Aaron (age14), - ” d » derstand and add Lily'
el age Tonlly (age ) ccess to resources and support to understand and address Lily's

Background behavior.

Mark is a father of three, Personality * Guidance from professionals, such as pediatricians or therapists.

AL L St 2L el Mark is a compassionate and * Connection with other parents who have experienced similar

L L] Cee Gl determined individual, deeply situations for insights and reassurance.

behaviors that he can't

. committed to finding solutions for his
quite understand. As a 9

graphic designer, Mark :;"23’: dc::I!tesnges while navigating .Beh:vior ) o ' ' » '

D T W . esearches online about possible explanations for Lily's behavior.
overwhelmed by the * Seeks advice from friends or family members.

demands of work and * Observes Lily's behavior closely for any patterns or changes.
parenting. He's noticed "I feel like I'm in the dark, * Considers seeking professional help but may feel hesitant or

Lily's withdrawal from trying to figure out what's unsure about where to start.
social activities and : . : '

going on with Lily. Her * Tries different approaches to address Lily's behavior, such as
behavior has changed so implementing new routines or activities.

much, and I'm not sure how * Struggles with feelings of frustration and anxiety while
to help her." navigating the uncertainty of Lily's situation.

struggles with academics
but feels uncertain about
how to address these

issues.

‘/,,/’ ™ Background Pains
V Lucas comes from a lower-middle- * Lucas experiences frequent panic attacks,
- s class family living in a suburban characterized by shortness of breath, chest pain, and
.,;:, neighborhood. He has a younger a sense of impending doom.
’ sister. His parents work long hours * He often feels disconnected from his peers and
to make ends meet, leaving Lucas struggles to form meaningful relationships, leading to
often feeling neglected and feelings of loneliness and isolation.

alone. Mental health was never a
topic of discussion in their
household due to cultural beliefs
and lack of awareness.

* Lucas finds it difficult to concentrate in school and
frequently procrastinates on assignments, which has
led to falling grades and increasing frustration.

Lucas Mitchell

Age: 11 years Needs
Personality

* Lucas needs access to mental health professionals who

Lucas is a creative and K K .
can provide assessment and support tailored to his

"Someﬁmes | feel imcginaﬁve Child with a pGSSiOn . ec'f.c needs
IT1 .

like I'm drowning for drawing and storytelling. He P ) . )

iRimylawn often retreats into his own world * He requires a supportive and understanding

e il to escape the overwhelming environment at home and school where he feels safe

v r PU o q q o o q

don't know how feelings of anxiety and sadness discussing his feelings without fear of judgment.

to ask for help." that he experiences. He is sensitive * Lucas needs coping strategies and techniques to
to the emotions of others but manage his anxiety and panic attacks effectively and
struggles to articulate his own would benefit from opportunities to engage in creative
feelings. outlets, such as art therapy.

Insights Gained:

 Parental Challenges: Parents face diverse challenges, from overwhelming responsibilities to navigating social

and cultural barriers, emphasizing the need for tailor

ed support.

* Children's Mental Health Needs: Children exhibit varying mental health statuses, underscoring the

importance of personalized interventions to address
* Barriers to Access: Identification of parents lacking

different cases effectively.
optimal care access highlights the importance of

addressing socioeconomic and systemic barriers to ensure equitable mental health resource access for all

families.

Empathy Map

Empathy mapping was employed to gain a deeper understanding of the user's goals and challenges.

managing their own emotions and well-being.

What do they THINK and FEEL?
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WHO are we empathizing with? GOAL What do they need to DO? I ns IghtS Ga N ed o
» Parents raising children aged 5-12 with mental health challenges. + Seek professional help for their child's mental health issues. . . .
+ Parents seeking to improve cognitive abilities of their children. +  Manage their child's mental health needs alongside daily routines. V l t f t h h t d
+ They feel overwhelmed, confused, and worried about their child's wel- + Find engaging support resources. I S u a I Z a I O n O u S e r O u g S a n

being. * Make treatment decisions.

» Theirrole is to provide care, support, and guidance to their child while « Advocate for child at school & social environments.

actions within their environment
provided insight into how external
factors shaped behaviors and

progress in well-being.

What do they DO?

+ Researchmental health conditions online.

« Talk to friends and family for advice.

« Schedule appointments with doctors and therapists.

«  Provide emotional support and reassurance to their child.
«  Attend support groups or online forums.

PAINS GAINS
« Fearabout their child's « Safe and effective What do they SEE? d e C i S i O n I I I a ki n
future and well-being. treatment for their child. +  Theirchild struggling emotionally or behaviorally. .
Confusions about choosing +  Hope for their child's +  Limitedreliable resources for information on mental health conditions.
't:he right treatr;.egt option recovery. +  Longwait times for professional help. M
. rustration with the « Desire to see their child . ’ i g R l. d t h t
Frustrationwith the i ir chi Judgment from others who don't understand mental healthissues. eve a e e S u e S I O n S
hat do th " nplexity of managing happy and healthy. )
Whatdo t ey HEAR? their child's condition. +  Peace of mind knowing they
«  Guilt about their parenting are doing everything they M m l 1
«  Stigma surrounding mental health conditions. . wglrtr:zzabout how their can to help. J u d g e n tS 9 a n d S O ut I O n S p a re n tS
« Conflicting advice from different sources. child will be treated b *  Supportfromothers.
« Stories of success and failure from other parents. others 4 . .
« Concernsfromteachers or other caregivers about their ’ d h ld l k l t f
i bahavior ana chnildaren tkKelty encounter trrom
+  Child expressing their emotions and frustrations. What do they SAY? :
L] . . L] -
« Unsure of how to help their child. t h l l d ty :
: Unsure of how to help their chid: elr sociat circtes and community.
What other thoughts or feelings might motivate their behavior? : E:z;?2:sassg:;;Tg;ejsgzggr?::l}mes I . h . h . l 1 . .
+  Ensuring child's treatment adherence and visible n S I g tS I n t O C I d re n S C O p I n g

strategies, such as seeking peer
support or navigating treatment
options, in response to external
pressures or expectations.

Empowering Mental Wellness: App Developer’s Vision & The App’s Unique Approach

App Developer:

* A Non-profit organization
dedicated to reducing
global suicide rates.

* Advocates for mental
health as a fundamental
aspect of childcare.

* Focusesonearly
intervention to prevent
adverse mental health
outcomes in adulthood.

What Makes The App Unique:

* Accessible and affordable mental wellness app.

* Utilizes entertaining dance sessions and
rewards for motivation.

* Fosters emotional resilience in children.

* Provides clear insights into child's response to
dance sessions.

* Ensures a safe and secure app environment for

children.
* Promotes improved physical and emotional well-
being in children.

User Journey Map

Opportunities 10 enhance the axpanance wwth the app

Sarah Thompson Legend
Age 38
Backgreund Saah 6 a dewdted moaer mho Dalantes har career with rasng her % Onine information *':::::" Friends & tamily Al Apo store ‘f. :\:s’::m:?u’,'.-:mcl
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activities and facing chadenges in his academics, hnting at =1 Sodial media L': ;’.f;,'f_‘:'s%‘rf;:? |4 Eta‘s‘;‘"” The app
undernying meantal health concems
Awareness Consideration Decision Enroliment Use Retention Loyalty & Advocacy
- Sarah observes Sarah has learmed Sarah has assessed Sarah has chosen the Oliver is using the app Sarah is evaluating Sarah witnesses a
g changes Iin Olver's about the app and is the suitabity of the app andwantstosetit and Sarah checks his whether the app Is positive impacton
(3 mental health issues interested Iin Its app. up for Oliver. progress and makong a positive Oliver's mental
and gets aware of app. potential to help her engagement with the deference for her health through the
child. app. child’'s mental health. app.
w Understand what's Learn more about app Choose the right app Easily set up the app Ensure that Oliver is To see a positive Share her positive
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* The userjourney map delineated specific touchpoints and pain points in the customer's interaction with the app, allowing
for the identification of targeted strategies to streamline the awareness, decision making, onboarding, in-app navigation,
and post-engagement support, thereby ensuring a seamless and satisfying user experience.

CONCLUSION

* Through our research utilizing user persona development, empathy mapping, and user journey mapping, we have gained
invaluable insights into the complex needs and challenges of parents and children within the target demographic.

* By identifying diverse user archetypes, recognizing the impact of external factors on user experiences, and mapping out the
user's journey, we unearthed key insights that have enabled us to devise targeted strategies for enhancing the customer
experience, satisfaction, and market penetration of the app.
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