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The business goal of this project was to ensure that  
new users of Livongo’s flagship glucose monitor could  
successfully onboard their new device without the need  
to use expensive customer support services.



The user goal was to conduct their first glucose level  
test with their new device and seamlessly pair it with  
their account, ensuring the reading was securely stored  
as part of their medical record. 
          
  


The entire project, including research, journey mapping, 
interaction design, UI design, and iterations, only took

me three weeks, allowing the Livongo team to stay on 

schedule, confident that the approach would meet the 

business and user goals.   

The initial user journey research and testing helped  
me identify that PIN verification required the least  
clicks to complete, is the most secure, and is the  
least error-prone solution, resulting in an easy-to-use  
interface for Livongo members.             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“Kevin drove the 
research phase  
and proposed well-
organized, highly 
visual options and 
competitive analyses 
that sped up our 
decision process.”

Strategies and Objectives
Strategy 1 Provide value to the user before requiring them to 

authenticate their new device.

Objective 1 Allow the user to conduct their first glucose reading 
before pairing the device with their Livongo account.


Objective 2 Provide educational content based on information 
provided during the initial glucose reading.


Strategy 2 Authenticate the device quickly and securely and pair 
it with the user account.


Objective 1 Provide an interface allowing the user to enter a PIN 
number that is dynamically assigned to their account 
and linked to their new device from the factory to 
authenticate upon first use.

Objective 2 Provide an interface allowing users to create a new 
PIN to secure their device for future use.

Scenarios - Diabetic Member of Livongo 
First Glucose Reading Device Authentication Ongoing Usage

Steve is a new Livongo 
member who just received 
his Glucose Monitor.  

Because this is a medical 
device, Steve must have 
access to its diagnostic 
capabilities, even if he 
does not have time to pair 
it with his Livongo account.

Once Steve has taken his 
first glucose reading using 
the device, he must 
authenticate and pair his 
new glucose monitor with 
his Livongo account. 

To keep Steve’s medical 
information secure, he 
must authenticate each 
time he completes a 
glucose reading before 
the device adds the new 
reading to his medical 
record.   

He’ll also need to 
authenticate if he wants 
to review his previous 
readings with his Doctor. 

Research
When I joined the project, the Livongo team was considering three types of 
authentication as candidates for getting users onboarded to their new device.  
They identified the "name verification," "magic link verification," and "PIN verification" 
methods as approaches they would like to explore, but they were unsure what 
solution would be best.   

My initial approach was to quickly create task flows for each option to understand 
each option's pros and cons.

Next, I researched other methods of authentication to understand the options better.  
I observed from analysis of various studies that users performed best and most 
consistently using PIN-based authentication in terms of input speed and error rate.   

I then created and shared the report you see below of my findings with the Livongo 
team as part of the approval process for my approach.

User Journey Mapping
Once we selected the PIN authentication method, I began mapping the end-to-end 
user journey to share with the content and development teams to ensure we 
accounted for all key elements of the experience before moving on to designing the 
screens. Ultimately, it took three iterations for the team to define the comprehensive 
solution seen in the journey below on the right.   

This process significantly reduced the time required to design the overall solution 
because we focused on getting the journey right before designing the screens.  

Wireframing 
Once the user journey was mapped, I designed the primary PIN entry screen.  
Below, you will see some of the options I explored. I like to work in grayscale  
initially because it helps me ensure that the visual hierarchy and contrast will be 
strong enough to support users as they scan, read, and comprehend the interface. 
The option on the right below was selected because the team perceived it as the 
most visually appealing and modern. 

UI Design and Testing
I knew that Livongo members would use their devices in all lighting conditions.  
I was unsure how various designs might impact the users' ability to read and interact 
with the interface. My first step was to design a wide range of options and then test 
them in various lighting. The option below on the far right had the highest contrast 
levels and was easiest to use in all lighting. 

Interaction Design and Prototyping
Below, I’ve included some key screens from the final prototype to illustrate the  
core user journey from the moment a user powers the device on to their first  
glucose reading and finishes when the user successfully configures their PIN.     


