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OVERVIEW
Project background

At the end of 2018 Cigna closed on a $54 billion transaction to acquire 
ExpressScripts creating one of the largest providers of Pharmacy 
Benefits and Insurance Plans in the United States.

The integration of the two companies created an opportunity to re-think 
employee onboarding. I interviewed 8-10 new hires and asked them to 
think back and tell me about their onboarding experience. What came to 
mind?

The feedback from the interviews persuaded the Product Owner to 
participate in a two-day design sprint that would build on the feedback 
using empathy maps, personas, journey mapping, problem statements, 
ideation and rapid prototyping.

By the end of the second day, the Product owner signed-off on a multi-
year roadmap. To be clear, there was a lot of iteration and refinement of 
our early design concepts. But that design sprint set the trajectory for 
the next 3-years.
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Most rationale phase 2019

A web-based onboarding site connecting new hires and 
managers to the tools and information they need, first day 
to 60-days and beyond.

Most likely to delight phase 2020

Gamified learning, animated videos, interactive infographs 
and weekly new hire virtual orientation sessions.

Most likely to be game changing phase 2021

Immersive Augmented Reality campaign introducing new 
hires to the company’s mission, culture, and values.



BUSINESS DRIVERS
Importance of structured onboarding
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The Challenge

Let me share a shocking reality with you. Studies show that nearly one-third 
of new hires look for a new job within their first six-months of employment. 

The grim reality is, new hires turn over at higher rates than all other 
employees and seek new jobs earlier in their tenure. Nearly 88% of 
employees believe their organization doesn’t onboard well.

Cost to Employers

A negative onboarding experience will result in new hires looking for 
employment elsewhere, doubling an organization’s cost and time to hire.

Value of Structured Onboarding

A structured onboarding program has many benefits, including:

• 50% higher employee retention

• 54% higher productivity levels

• 34% faster full proficiency gained among employees



AUDIENCE
Early career new hire persona

03

Emily Vargas
Individual Contributor Segment

Professional

Personal

“As a new employee I’d like to learn 
about the company’s mission, leaders, 
culture, and values.”

LOB: Corporate Marketing

Job Title: Marketing Specialist

Role: Intranet copywriter

Tenure: 1 Month

Age: 25

Life Stage: Millennial

Family Status: Single

About Emily
Emily is an early career new hire who 
recently joined the company from a 
competitor. She completed her Bachelor’s 
degree and is looking forward to growing 
in her career. 

Location

Work: Hartford, CT

Goals
• Learn more about the organizations 

leader’s, culture and values.
• Work for a company whose mission 

improves the lives of its customers.
• Understand how her role supports the 

company’s mission.

Behavioral Considerations 
• Prefers to work remotely rather than in 

an office. 
• Comfortable with mobile technology 

for collaboration and networking.
• Active in her local community working 

with lower income families.

Frustrations
• Not finding the information she needs 

to complete her onboarding.
• Not knowing what she needs to do 

and when she needs to do it.
• Enterprise applications that don’t offer 

a consumer like experience. 



PROJECT TEAM
Roles & responsibilities
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Role Responsibility

Product owner They are the Decision Maker. Budget owner and 
ultimately are responsible for the success of the 
project. 

Subject matter experts
• Benefits
• DEI
• Company values

They provided expertise related to the topics, 
contributed content, and helped verify the final 
product presented factual information.

Project manager Developed the project plan, managed the budget, 
oversees tasks and reports project status.

Senior UX designer (my 
role)

Provided the concept and vision, storyboarding, UI 
design, usability testing, wireframing and user flow, 
interaction design and creating an intuitive 
experience.

AR technology vendor Responsible for the technical and creative 
development and hosting the web site for the AR 
experience. Provided project management support.

Information protection Focused on ensuring the information assets were in 
a secure SaaS environment.

Legal Responsible for the terms of the master service 
agreement.

Supply chain manager Responsible for negotiating the master service 
agreement (MSA) with the AR technology vendor.



DESIGN GOALS
Create a platform for innovation and deeper engagement
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Whether you’re planning an onboarding program for the first time or 
you’re looking to improve your existing program, innovative 
technologies, like Augmented Reality, can transform your program 
and ensure success when bringing new hires onboard.

Through Augmented Reality , new hires interact with custom-built 
content that tells a story about the company’s mission, culture, and 
values. My goal was to make the experience engaging, memorable, 
innovative and delightful.

Engaging & memorable

Make the onboarding experience more engaging and 
memorable and using augmented reality to do it. 

Delightful

When onboarding employees I wanted to evoke a feeling 
of ‘wow’ to the experience and create a special feeling 
about Cigna and give them more control over where and 
when they learn about the organization.

Innovative

Create a platform that brings our company culture, 
mission and values to new hires in an innovative way.



UX DESIGN PROCESS
What I did and why I did it

As you continue to organize your notes, it’ll be useful to label the 
groups. This is a lot like a card sorting exercise. Just put a title on a 
fresh sticky note and put it above the group. Anything that doesn’t fit 
neatly into a group can go into a miscellaneous group. After ten 
minutes you should be done. Don’t agonize over it.

Voting on HMW notes

To prioritize the sticky notes, you’ll do dot voting. Voting pretty much 
works the way it sounds. Your aim is to prioritize the HMW notes, so I’d 
recommend limiting the number of dots per person.

1. Give two sticky dots to each person
2. Give four sticky dots to the Decider
3. Before they vote, ask everyone to review once more, the 

journey map’s process, user goals, sentiments and ideas.
4. Next, ask everyone to vote (in silence) for the HMW question 

with the greatest potential  to improve the user experience 
and have a positive business outcome.

5. You can vote for your own note, or twice for the same note.

It isn’t a perfect process, but it leads to good decisions around which 
part of the user journey you’re going to target. Using this technique will 
set your team up for success in framing the design challenge on the 
right problems.
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• Initiation: I worked with the product owner to ensure the project had 
a plan that clearly stated the target audience, goals, schedule, 
metrics and creative vision. 

• Platform selection: I worked independently on the AR vendor 
research, wrote a scope of work with the AR vendor, and 
coordinated the technology review and licensing with IT and legal. 

• Build Process: As senior UX designer I created storyboards, 
wireframes, and user flow diagrams. I also developed a template for 
the voiceover content, to keep the word count within guidelines. Our 
dev partner, Zappar, was based in London. So, we utilized tools like 
InVision to share wireframes and exchange feedback remotely.

• Testing: I held design critiques with other UX team members to get 
feedback on the design. Later versions of the prototype involved 
more user testing and documenting what users experienced with 
different devices and browsers. I tested on Wi-Fi, 4G, and 3G cellular 
data networks. You just don’t know where people will be and what 
kind of network they’ll be on when they launch your AR experience.

AR Software Tool 
Selection

Platform Selection

Planning and 
Creative

Initiation

Building the AR 
Experience

Build Process

Alpha, Beta and 
Gold

Testing



07WEB AR TECHNOLOGY
Frictionless user experience

WebAR 
Up until about 3 or 4 years ago you 

needed to download a mobile app 

to experience AR, creating enough 

friction to make it challenging to 

‘start’ using AR. 

Web-based AR changes the game. 

People no longer need to find and 

download or install an app. The AR 

experience runs in your 

smartphone's browser. 

WebAR opens the door to a wide range 

of creative possibilities. And unlike any 

other storytelling medium to date, 

WebAR fuses together digital and 

physical storytelling in a way that lets 

you:

• Watch the story

• Hear the story

• Tell your story

• Allow the user to interact with the 

story



ONBOARDING CENTER
AR campaign touchpoint
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Users had two options 
to choose from to 
launch the AR app.

SCAN

Scan the QR code below with your mobile 
phone's camera (iPhone or iPad), or QR 
Reader available with your Android 
device.

GO TO

Enter Cigna.arweb.app in your phone’s 
Safari or Chrome browser

Cigna.arweb.app

OR

LANDING PAGE

CTA

Welcome to the 
Onboarding Center

On launch day, the new 
employee onboarding 
center prompted users 
to try the AR app.

A call-to-action button 
re-directed users to a 
branded landing page.



MOBILE PHONE
User flow 
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Cancel Allow

The Cigna.com app would 
like to Access the Camera

1

2

3 4 5

Minimal text and graphics were used to simplify the user experience. 



MOBILE PHONE
User flow

10

LAUNCHING THE APP

Welcome Screen

• When the AR experience is launched in 
the user’s mobile browser, the first 
thing they see is the welcome screen. 

• I chose a lightly branded splash screen 
design consisting of a neutral white 
background, company logo and 
welcome text.



MOBILE PHONE
User flow
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LAUNCHING THE APP

Camera and Orientation Permission

• To enable the AR experience the app 
requests permission to access the 
camera and sensors required to 
capture the physical world around the 
user. 

Cancel Allow

The Cigna.com app would 
like to Access the Camera



MOBILE PHONE
User flow

12

PRODUCT ONBOARDING

I designed a progressive in-app 
walkthrough to help guide users and 
increase their proficiency with the app. 

Size and place host 

• First, the user needs to place the host 
in their environment. You can pinch 
the screen to scale the host. 



MOBILE PHONE
User flow
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SELECTING A TOPIC

• Next, the AR experience features 
topics such as company mission, 
values, culture and benefits. 

• Topics can be selected in any order by 
tapping on one of the ‘cards’ that 
appear. 



MOBILE PHONE
User flow
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USING THE INTERFACE

• Each topic has key points that the 
user can scroll through by swiping 
the carousel of spheres.

• I used an animated hand gesture in 
the walk-through to provide a hint 
that the user could rotate the 
carousel of spheres .

• Each sphere represented a key point 
for that topic.

Next, we’ll look at the role of the Avatar 
in the AR experience. 
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UX/UI 

• The Avatar welcomes the user and 
provides tips and a brief 
introduction to each topic.

• The Back button returns the user 
to the previous screen/ step

• The CC button displays closed 
captions at the bottom of the 
phone display for users with 
limited or no hearing.

MOBILE AR
UI/UX features

Actual screen shot from iPhone 12 Pro
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UX/ UI

• The fundamental principles of 
user-centric design persist for AR, 
but the medium does bring 
specific opportunities. 

• AR enabled our use of ‘floating’ 
spheres that exist as objects in a 
3D space, rather than static on-
screen buttons which can have 
the effect of taking the user out of 
the AR experience that you’re 
curating.

• I also used familiar gestures such 
as pinch, swipe and tap to make 
interacting with the experience 
more intuitive. 

MOBILE AR
UI/UX features

Actual screen shot from iPhone 12 Pro



OUTCOMES & RESULTS
Goals achieved; lessons learned
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Positive results and much more 
to do

• The introduction of WebAR for 
new employee onboarding has 
had a positive impact on 
employee perception.

• Employees know that Cigna takes 
the health, well-being and peace 
of mind of those we serve 
seriously. 

• Early career and talent acquisition 
teams are using AR in their 
externally facing career site and 
recruitment activities.

• The onboarding project has 
generated interest in AR at 
fulfillment sites to help with 
equipment training. 



LESSONS LEARNED
Ten tips for designing immersive AR
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Ten tips for designing immersive Augmented Reality 
experiences

1. Don’t assume familiarity with Augmented Reality. Guiding curious 
users who are less familiar with the technology is crucial for 
engagement.

2. Animation is emotional. Add some interactive sparkle to your design 
and reward your user for joining in. 

3. Get out the pen and paper. Storyboarding and laying out your user 
journey physically is a cheaper and more efficient way to spot hurdles 
than having to re-design your experience.

4. Prototype early and often. If you’ve got your core user journey in place, 
share preview builds with your stakeholders early. The earlier the 
feedback, the easiest it is to implement.

5. New technology means new UI. World tracking brings both new 
opportunities and challenges for UX/UI designers to consider.

6. Be impatient! How does your design stand-up when you skip the 
instructional content?

7. Friends and family are the QA team you’ve never had. Let the people 
closest to you loose on your creation and get some honest, valuable 
(and free!) feedback.

8. Location is king. Design with a wide range of environmental settings in 
mind. Where and how will your users be engaging with your experience.

9. Work with an AR vendor like Zappar that has an in-house creative 
group and design application to build your AR experience with.

10. An online resource like AR Insider is a great source of market 
intelligence, the latest technology and field testing.



MINDFORGE UX
User Experience Design
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If UX design isn’t already part of 
your product development 
process, a conversation with me 
about my work will not only 
persuade you that it should be, 
but it will also give you insight 
how to make it happen.

I’ve got 10 years of UX design 
experience in the HR Talent 
Management space. Throughout 
that time, I’ve refined an efficient, 
hands-on approach to solving 
product, service and experience 
design challenges. I ‘ll show you 
how to turn research into 
innovative digital solutions that 
employees want to use.

MindforgeUX emerged from the 
necessity to improve the 
employee experience the results 
of which have a positive impact 
on your employer brand, 
retention rates, employee 
engagement and productivity.

Contact me to learn more about 
engaging our services.

OUR UX DESIGN SERVICES

User Research

Journey Mapping

Ideation

Prototyping

Usability Testing

Design Sprint Facilitation

https://mindforgeux.com/contact/


mindforge

https://mindforgeux.com/
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