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Introduction

This document translates design intent and architectural decisions into the specific screens,
endpoints, data models, and behavioural rules that engineering needs to begin building Harley
without ambiguity. Where the Technical Architecture document defines how the system is structured
and the Tech Stack document confirms what it is built with, this blueprint answers the question that
comes after both: what, exactly, gets built. It covers every screen in the product, every APl endpoint
the mobile clients depend on, the data model that underpins booking and patient information,
notification behaviour, content architecture, and performance constraints. Taken together, these
sections provide enough detail for engineering teams to make implementation decisions
independently, without needing to return to product or design for clarification on individual
interactions.

The blueprint is written in close reference to the design assets that exist for Harley at the time of
production. Where design decisions are still being resolved, those areas are noted as pending rather
than assumed. This matters because the document is intended to be a living record, updated as
screens are refined, edge cases surface during development, and product decisions are made in
response to early user feedback. Sections that appear complete now will change. The data model
will evolve as booking flows are tested in practice. Endpoint specifications will be revised when
integration requirements become clearer. Performance targets will be calibrated against real device
behaviour rather than development environment assumptions. Engineers working from this
document should treat it as the most current available specification rather than a final one, and flag
discrepancies between what is written here and what design or architecture decisions suggest as
those gaps emerge.

The document reflects the same principles that shaped every other output in this engagement.
Harley's users arrive feeling anxious, uncertain, and already frustrated by systems that have not
served them well. Every screen described here, every endpoint, every data field, exists to make that
experience smaller rather than larger. Where the blueprint makes specific decisions about
progressive disclosure, conditional screen elements, or notification timing, those decisions are not
arbitrary. They follow directly from what surfaced in the workshop sessions: that the product must
guide rather than present, explain before asking, and make the next step obvious at every point.
Engineering precision and emotional design are not in tension here. Getting the implementation
details right is how the experience works as intended.

Application Structure

The application divides into six primary areas, each corresponding to a distinct phase of the user's
relationship with the platform. The boundaries between these areas are not arbitrary product
decisions. They reflect what was said in workshops about how trust develops over time and where it
breaks down.
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Area Emotional Context

Authentication Highest anxiety in the product journey. The

and Onboarding user has arrived because something is
wrong and they are not sure this platform

can help them.

Doctor Discovery Uncertainty shifting toward cautious hope.
The user wants to believe there is a solution

but needs evidence before they invest

further.

Booking The hardest decision moment. Making

Management health concerns real by committing to an
appointment creates a specific kind of
vulnerability.

Payment Financial anxiety compounds health anxiety.

Processing The user is paying for something they
cannot fully evaluate in a system they are
still learning to trust.

Appointment Anxiety returns between booking and

Tracking attendance. The gap between confirmation
and showing up is where intent can wane.

Profile and Lower emotional intensity, but where trust is

Preferences consolidated or quietly eroded through data

handling and communication behaviour.

we are
affective

Primary User Need

To feel safe handing over personal
information and to understand what
happens next before being asked to
commit

To find the right doctor without being
overwhelmed by choice or forced to
make decisions they do not feel
equipped to make

To complete the booking with
confidence that every detail is correct
and that nothing unexpected will
happen

To see exactly what they are paying
and why, before they are asked to

confirm

To feel prepared, informed, and certain
that the appointment is real and will
happen as arranged

To feel in control of what the platform
knows about them and how it
communicates with them

Structural Decisions Worth Noting

Onboarding does not ask for everything at once. The authentication and onboarding area is
structured to collect only what is necessary at each stage, with subsequent information gathered
progressively as user confidence grows. This responds directly to the Heartbreak Scale finding that
anxiety sits at a five and trust at a one in the current design, with impersonal onboarding and
unexplained data requests identified as primary contributors to both. The principle here is that the
platform earns the right to ask deeper questions only after demonstrating that it understands the
user's situation.

Discovery is structured around curation, not comprehensiveness. The doctor discovery area is
built on the premise that showing a user the right three options is more useful than showing them
fifty. This emerged from the Aspiration Gap finding that the critical turning point in user confidence
happens when they feel guided by a managed product rather than handed a directory. Filtering and

© We Are Affective Ltd 2026. All rights reserved. Private and Confidential. 5
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search refinement tools are present but secondary. The primary flow asks one question at a time and
responds with a curated result.

Booking and payment are treated as distinct areas despite being sequential. The decision to
separate these into two areas rather than combining them into a single checkout flow reflects how
different the emotional context is between them. Booking requires the user to commit to a specific
doctor, time, and location, which carries its own uncertainty. Payment requires financial commitment
on top of that. Collapsing them would place two sources of anxiety into a single screen sequence.
Separating them allows each to be resolved before the next is introduced.

Appointment tracking exists to close the intent gap. The Moment Test identified turning up for an
appointment as one of the five hardest moments, specifically because the willingness to attend can
wane between booking and the appointment date. The tracking area is not a passive record of
bookings. It is designed to maintain the user's sense of investment and preparation through timely
reminders, location guidance, and pre-appointment context that makes showing up feel like the
obvious and easy next step.

Profile and preferences are low priority by design. These screens are available and complete, but
they are never surfaced as primary destinations. The platform does not ask users to configure their
experience before they have had one. Preferences become relevant after a first booking has been
made and the user has developed enough familiarity with the platform to know what they want to
adjust. Pushing this area earlier would introduce decisions before the user has any basis for making
them, which conflicts with the guided experience principle at the centre of the product.

Screen Inventory

Screen inventory for Harley groups by the six application areas defined in the application structure.
Each group includes loading states, conditional visibility rules, and progressive disclosure behaviour
relevant to that area. Screens are listed with enough specificity for engineering to begin work without
returning to design or product for clarification on individual interactions.
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Authentication and Onboarding

Screen

Splash

Welcome

What
Brings
You Here

© We Are Affective Ltd 2026. All rights reserved. Private and Confidential.

/splash

/welcome

/onboarding/intent

Primary

Purpose

App
initialisation
and token
validation

First
impression,
platform
value

statement

Capture
primary
reason for
visit before
account
creation

Loading
State

Logo
centred on
brand
background,
no skeleton
ul

None, static
screen

None

Conditional
Visibility

If valid token
exists, skip to
Home
without
showing login

New user
only.
Authenticated
users never
see this
screen

Shown before
account
creation.
Returning
authenticated
users bypass
entirely

we are
affective

Progressive

Disclosure

None

Single value
statement
visible. No
features
listed, no
speciality
list, no
pricing

Three
selectable
options
maximum:
feeling
unwell,
specialist
referral,
ongoing
care. No
free text at
this stage

Edge Cases

Token expired:
route to Login.
Network
unavailable:
route to Offline
state

Deep link from
install
campaign:
store UTM
params before
routing onward

User skips:
allow
progression
but flag intent
as unknown
for
personalisation
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Primary

Purpose

Loading
State

Conditional
Visibility

we are

Progressive
Disclosure

affective

Edge
Cases

Sign Up

Phone
Verification

Why We
Ask
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/onboarding/signup

/onboarding/verify-

phone

/onboarding/why-we-

ask

Minimal
account
creation

SMS code
confirmation

Contextual
explanation
before
health data
collection

Inline
spinner
on
submit
button.
Form
remains
visible

Spinner
during
code
send.
Static
during
entry

None,
static

New users
only

Only if
phone
number
was
provided at
signup

Shown
once,
before the
first health-
related
question.
Never
shown
again after
first
completion

First name,
email,
password
only. No
address, no
health
information,
no
insurance
details at
this stage

Single input
for six-digit
code.
Resend link
appears
after 30
seconds,
not
immediately

One
paragraph
maximum.
Explains
data use in
plain
English. No
legal
language
visible at
this level

Email
already
registered:
show inline
error with
login
prompt, not
a separate
screen

Code
expired:
show
resend
option with
explanation.
Max three
attempts
before
lockout with
support
contact

User
navigates
back and
forward: do
not repeat
this screen.
Show only
once per
session
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Primary Loading Conditional Progressive
Purpose State Visibilty ~ Disclosure  _09¢ Gases
Health /onboarding/health- Progressive Inline save = Fields Name, age, User
Profile profile health indicator appear one general abandons
information after each at a time, health mid-profile:
collection field not as a concern in save partial
form. Next plain data. Allow
field language. completion
revealed No clinical later from
only after codes. No profile
current field | diagnosis settings
is answered | fields
Insurance /onboarding/insurance = Optional Inline Shown only = Coverage Verification
and coverage spinneron  if user type fails:
Coverage information verification = indicated selection continue
they have only at this without
insurance stage. insurance
coverage Policy confirmation.
during number Flag for
intent collected manual
capture. later, at review
Fully point of
skippable booking
Onboarding | /onboarding/complete Positive None Shown One line of User force-
Complete reinforcement once, on confirmation | quits before
before first first text. One tapping CTA:
home screen completion primary CTA = mark
only to home onboarding
screen. No as complete
feature tour, in local
no tips storage. Do
overlay not show
again

All onboarding screens share a consistent header with a progress indicator showing position in the
sequence. Back navigation is available on every screen except Splash, Welcome, and Onboarding
Complete. Form fields validate inline without waiting for submission. Error states appear beneath the
relevant field, not as modal overlays. Keyboard behaviour on mobile should not obscure the primary
CTA on any screen.

© We Are Affective Ltd 2026. All rights reserved. Private and Confidential. 9
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Doctor Discovery

Screen

Home

Symptom
or
Specialty
Input

Route

/home

/search/what

Primary

Purpose

Curated
entry
point,
not a

directory

Single-
question
guided
search

entry

Loading
State

Skeleton
cards for
doctor
results,

three card
placeholders
only

None

Conditional
Visibility

Greeting
personalised
by time of day
if user is
authenticated.
Anonymous
users see
generic
greeting.
Insurance
indicator
visible only if
insurance
was
confirmed
during
onboarding

Shown when
user taps
search bar or
primary
search CTA
on home

© We Are Affective Ltd 2026. All rights reserved. Private and Confidential.

Progressive
Disclosure

Three
matched
doctor cards
visible.
Search bar
visible but
secondary.
Specialty filter
carousel
hidden until
user taps
"Browse by

typell

One question:
"What do you
need help
with?" Free
text with
autocomplete.
No dropdown
of all
specialties
visible by
default.
Suggestions
surface after
two

characters

we are
affective

Location
permission
denied:
show
postcode
entry
prompt
inline, not a
modal. No
results for
location:
show
nearest
available
city with
explanation

No
matching
specialty:
route to
General
Practitioner
with
explanation.
User inputs
multiple
concerns:
accept and
match to
primary
specialty
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Screen Route

Search
Results

Doctor
Card
Expansion

/search/results

/search/results

(inline expansion)

© We Are Affective Ltd 2026. All rights reserved. Private and Confidential.

Primary Loading Conditional Progressive
Purpose State Visibility Disclosure
Three Filter row Doctor
skeleton visible only name,
doctor after results = photo, next
cards load. If availability,
during fewer than price, and
load three results = distance
exist, visible on
remaining card. Rating
slots show a  visible as
"No more stars only,
available no review
today" count at this
message level
rather than
empty
space
Inline Expandsin- = Specialty
skeleton place on description
for tap. Back in plain
expanded | collapsesto = English,
content card, does clinic name
not navigate = and area,
two most
recent
patient
review
excerpts,
available
times as
morning or
afternoon
blocks

Zero
results:
explain
why and
offer to
expand
criteria or
notify
when
available.
Results
update if
availability
changes
while
screen is

visible

Doctor
becomes
unavailable
while card
is
expanded:
show inline
message
and update
availability
indicator
without
dismissing
card

11
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Primary

Screen Route

Purpose

Full
profile

Doctor /doctors/{doctor id}
Profile
for
confident
decision-

making

Slot
selection
with
minimal

Availability /doctors/{doctor id}/availability

View

cognitive
load

© We Are Affective Ltd 2026. All rights reserved. Private and Confidential.

Loading
State

Full-screen
skeleton
with photo
placeholder,
text
placeholders

Slot grid
skeleton
during
availability
fetch

we are

affective

Conditional
Visibility

Photo
visible only
after load
completes,
not a
placeholder
avatar.
Insurance
badge
visible only
if doctor
accepts
user's
confirmed
coverage

Morning
and
afternoon
groupings
always
visible.
Specific
times
appear after
user selects
a period.
Same-day
slots
highlighted
but not
promoted
above next-
day options

Progressive
Disclosure

Photo,
name,
specialty
summary,
next three
available
slots, price
per
consultation,
star rating,
and verified
badge
visible in
initial view.
Full
credentials,
all reviews,
and clinic
details
behind "See
more"
controls

Two-step
selection:
choose
period first,
then select
specific
time. No full
calendar
grid visible
by default

12

Pro
una
retu
sea
noti
Rev
cou
exc
disy
limi
pag
witl
mol
infir
SCr¢

All <
take
pag
sho
mes
and
join
noti
list.
Doc
time
diffe
use
bot
clez
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Primary Loading Conditional Progressive
Purpose State Visibility Disclosure
Nearby /search/nearby = Geographic @ Map tiles Accessible Map shows Location
Doctors orientation, load from search = doctor unavailable:
Map secondary progressively. | results via location default to
to list view Doctor pins "View on pins. city-level
appear after map" link. Tapping pin view with
initial map Not a shows card- = postcode
renders primary level prompt.
navigation summary Dense pin
destination only. Full clusters:
profile group with
requires count
navigation badge,
to Doctor expand on
Profile tap
screen
Favorites = /favorites Quick Skeleton Visible only Saved Doctor no
access to cards during if user has doctors longer
previously load atleastone = shownin available or
saved saved card format has left
doctors doctor. identical to platform:
Empty state = search show
shows results. greyed
search Quick- card with
prompt, not | access explanation
an empty booking and search
list CTA visible alternative
on each prompt
card

Home screen doctor matching uses the health profile and intent data collected during onboarding. If
onboarding was skipped or incomplete, matching falls back to location and general availability. The
algorithm never surfaces more than five results on a single screen at any time, regardless of how
many matching doctors exist in the database.

© We Are Affective Ltd 2026. All rights reserved. Private and Confidential. 13
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Booking Management

Primary Loading
Screen

Purpose State
Booking /book/{doctor id} Confirm Inline
Start intent availability

before check

collecting spinner

booking

details
Appointment = /book/{doctor id}/type In-person None
Type or video

selection

with plain-

English

explanation

© We Are Affective Ltd 2026. All rights reserved. Private and Confidential.

Conditional
Visibility

Appointment
type
selector
visible only if
doctor offers
both in-
person and
video. Video
option
labelled as
"Video call"
not
"Telehealth"

Shown only
if doctor
offers both
types. If
single type
only, this
screen is
skipped

we are

affective

Progressive

Disclosure

Doctor
summary
card at top,
always
visible.
Appointment
type
selection if
applicable.
Next
availability
shown as
specific date
and time,
not a
calendar
grid

Single
question
with two
options.
Brief plain-
English
explanation
of difference
below each
option. No
clinical
terminology

14

Doctor
unavailable
at
previously
viewed slot:
show next
available
with
explanation.
User taps
back and
returns:
preserve
selections

User
navigates
back after
selection:
preserve
choice and
skip this
screen on
forward

navigation
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Progressive

Disclosure

Primary Loading

Purpose State
Slot /book/{doctor id}/slot Confirm Spinner
Confirmation chosen during

appointment = final

time availability

check

Patient /book/{doctor id}/details | Reviewand ' None
Details confirm pre-
Review populated

details

before

booking

© We Are Affective Ltd 2026. All rights reserved. Private and Confidential.

Time zone
note visible
only if
user's
device
timezone
differs from
clinic
location

Additional
notes field
visible
always.
Insurance
details
visible only
if doctor
accepts
insurance
and user
has
confirmed

coverage

Selected
date, time,
and location
shown in
large text.
Single
confirm
CTA. Back
navigation
to change
slot without
losing other
selections

Name and
contact
information
pre-
populated
from profile,
not re-
requested.
Editable
inline if
incorrect.
Health
concern
summary
pre-
populated
from search
intent

15

Slot taken
during
confirmatior
immediate
inline
notification
with next
available
option.
Network
failure: allow
retry withou
losing
selection

Missing
required
field:
highlight
inline with
explanation
of why it is
needed.
User
changes
details here:
prompt to
save
changes to
profile or us
for this
booking onl



Technical Blueprint

Technical

Primary Loading

State

Purpose

Conditional
Visibility

we are
affective

Progressive
Disclosure

Pre-
Booking
Explanation

Booking
Summary

/book/{doctor id}/what-

happens—-next

/book/{doctor_id}/summary

Set None
expectations

before

payment

screen

Final review None
before

payment

Shown on
first
booking
only.
Skipped for
returning
users
unless
booking
type differs
from
previous
bookings

Cancellation
policy
visible.
Insurance
discount
line visible
only if
applicable

Three short
statements:
what happens
after payment,
what to
expect at the
appointment,
what to do if
circumstances
change. No
legal language
visible at this
level

Doctor name,
appointment
type, date,
time, location,
and total price
visible
together for
the first time.
Each item on
its own line.
No supporting
text beyond
labels

Booking screens preserve all selections across back-navigation within the same flow. If a user exits

the booking flow completely, selections persist for 15 minutes before clearing. Session timeout

during booking shows a specific message explaining what happened and offering to restart. No
booking screen should ever show a full calendar grid. Slot selection always follows the two-step

morning or afternoon then specific time pattern.

© We Are Affective Ltd 2026. All rights reserved. Private and Confidential.
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User
navigates
back: do
not repeat
this screen
on forward
navigation
within same
booking
flow

Price differs
from what
was shown
on doctor
card: flag
discrepancy
and explain
before
allowing

progression
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Payment Processing

Screen

Payment
Entry

Saved
Payment
Method

Route

/payment/{booking id}

/payment/{booking id}
(returning user variant)

Primary

Purpose

Secure
card entry
with
transparent
pricing

One-tap
payment
for
returning
users

Loading
State

Stripe
Elements
load inline.

Page frame

renders

immediately

Card
verification
spinner

© We Are Affective Ltd 2026. All rights reserved. Private and Confidential.

Conditional
Visibility

Saved
payment
methods
section
visible only
for
returning
users with
stored
cards.
Insurance
discount
line visible
only if
applicable

Shown only
if user has
previously
saved at
least one
payment
method

we are

affective

Progressive
Disclosure

Price
breakdown
visible
before card
entry
begins.
Consultation
fee and any
platform
charges
shown as
separate
line items.
Card entry
fields
appear
below
pricing

Last four
digits and
card type
visible.
Single "Pay
now" CTA.
"Use a
different
card" link
below, not a
button

Stripe
Elements
fail to
load:
show
alternative
payment
link and
support
contact.
User
navigates
away:
preserve
booking
hold for
10
minutes

Saved
card
declined:
immediate
inline
error with
option to
add new
card.
Card
expired:
highlight
expiry
before
user
attempts
payment

17
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Primary

Purpose

Loading
State
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affective

Conditional
Visibility

Progressive
Disclosure

Payment
Processing

Payment
Confirmation

/payment/{booking id}/processing

/payment/{booking id}/confirmed

Hold screen
during
Stripe
confirmation

Definitive
booking
confirmation
with
emotional
resolution

© We Are Affective Ltd 2026. All rights reserved. Private and Confidential.

Animated
indicator,
no
progress
bar

None

Shown for
all payment
types during
processing

Add to
calendar
button
visible only
on devices
with
calendar
access
granted.
Appointment
reference
number
always
visible

Single
message:
"Securing
your
appointment.”
No price, no
doctor
details. No
actions
available

Doctor name,
appointment
date, time,
and location
shown in
large text.
Reference
number
below in
smaller text.
Two CTAs:
add to
calendar and
view
appointment.
No marketing
content on
this screen

18
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Screen Route

Payment | /payment/{booking id}/failed

Failed

Receipt /payment/{booking id}/receipt

Primary Loading
Purpose State
Clear None
explanation

with

immediate

recovery path

Downloadable = None
record of
transaction

we are

Conditional
Visibility

Retry CTA
visible
always.
Alternative
payment
method
CTA visible
only if user
has other
saved cards

Download
button
visible on
devices
where file
download is
possible

affective

Progressive
Disclosure

Single
explanation
of what
went wrong
in plain
English. No
error codes
visible. Two
recovery
options
presented in
priority
order

Consultation
fee, platform
charges if
applicable,
total paid,
payment
method last
four digits,
and booking
reference all
visible

Payment screens never show error codes from Stripe or internal systems in user-facing copy. All
payment errors are translated into plain English before display. The processing screen suppresses all

back navigation to prevent duplicate payment attempts. Payment confirmation is the only screen in
the booking flow that does not include a back navigation option.

© We Are Affective Ltd 2026. All rights reserved. Private and Confidential.
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Edge
Cases

Bank
declines
with no
reason:
show
generic
explanatio
without
guessing
cause.
Booking
hold
expired
during
failed
payment:
explain an
offer to
rebook

Download
fails: offer
email

receipt as
alternative
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Appointment Tracking

Primary Loading Conditional Progressive
Screen
Purpose State Visibility Disclosure
Appointments = /appointments Overview of Skeleton = Upcoming Next N
Home upcoming cards section appointment aj
and past during always shown as full = st
appointments = load visible, even card at top. p!
if empty. Past = Subsequent al
appointments = upcoming N
section appointments = ui
visible only if = shown as st
at least one compact C
completed rows. Past aj
appointment appointments | w
exists. collapsed u
Cancellation under ti
request "Previous"
badge visible
if a
cancellation
is pending
Appointment /appointments/{appointment id} | Complete Skeleton = Reschedule Doctor name, | A
Detail appointment during CTA visible date, time, C
information load only if location, and d
with appointment appointment U
preparation is more than type always SC
guidance 24 hours visible. C:
away. Cancel = Preparation n
CTA visible instructions in
only if visible below. = w
cancellation Notes from re
policy booking re
permits at visible if
current time. added
Pre-arrival
checklist
visible only
from 24
hours before
appointment
© We Are Affective Ltd 2026. All rights reserved. Private and Confidential. 20
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Primary

Purpose
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affective

Loading
State

Conditional
Visibility

Pre-
Appointment
Preparation

Reschedule

/appointments/{appointment id}/prepare

/appointments/{appointment id}/reschedule

© We Are Affective Ltd 2026. All rights reserved. Private and Confidential.

Reduce
anxiety
before
attendance

Change
appointment
time with
minimal

friction

None

Availability
spinner
during slot
fetch

Shown
automatically
via push
notification
tap 24 hours
before
appointment.
Also
accessible
from
appointment
detail at any
time

Shown only
when
reschedule is
permitted by
appointment
policy

21
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Primary Loading Conditional
Purpose State Visibility
Cancellation /appointments/{appointment id}/cancel Complete None Refund
cancellation amount visible
with clear only if partial
policy or full refund
communication applies under
policy. No-
refund notice
visible if
cancellation
falls outside

policy window

Post- /appointments/{appointment id}/completed | Follow-up None Review
Appointment prompt and prompt visible
review only once,
collection immediately
after

appointment
completion
status is set.
Follow-up
booking
prompt visible
if doctor
indicated
follow-up is
recommended

Appointment tracking screens use locally cached data first, with background refresh on screen
focus. This ensures users can access appointment details in low-connectivity situations, such as
when travelling to a clinic. Cache invalidation occurs when appointment status changes are received
via push notification or API polling. The app polls appointment status every five minutes when the
appointments screen is in foreground.

© We Are Affective Ltd 2026. All rights reserved. Private and Confidential. 22
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Data Model Overview

PAYMENT_TRANSACTION records are immutable once written. No update operations are permitted
on confirmed transactions. Any correction, such as a pricing discrepancy or a refund following
cancellation, issues a new REFUND_RECORD that offsets the original rather than modifying it. This
preserves a complete financial audit trail and supports the PCI DSS compliance requirements
described in the security architecture.

AUDIT_LOG entries are append-only. Each record is timestamped at ingestion using server time
rather than client-reported time, and no application-layer code holds delete or update permissions
on this table. The log captures the acting user identity, the entity type and ID affected, the action
performed, and the I[P address of the originating request. Any interaction involving a
HEALTH_PROFILE record generates a mandatory audit entry regardless of whether data changed,
because read access to patient health information requires the same accountability as write access
under NHS data security standards.

HEALTH_PROFILE implements soft versioning. Rather than overwriting fields when a user updates
their health information, the previous values are archived with a timestamp before the new record is
written. This creates a time-series of health state changes that supports both clinical continuity and
the right-to-erasure requirements under GDPR. Erasure requests anonymise the archived versions
rather than deleting them, preserving referential integrity for APPOINTMENT_BOOKING records that

referenced the profile at the time of booking.

APPOINTMENT_SLOT records carry an availability state machine with four permitted transitions:
available, reserved, confirmed, and released. Reserved state is set atomically using PostgreSQL row-
level locking at the moment a booking flow begins, preventing race conditions when multiple users
attempt to book the same slot simultaneously. A slot held in reserved state for more than fifteen
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minutes without a corresponding PAYMENT_TRANSACTION moving it to confirmed reverts
automatically to available via a background worker, releasing the hold without requiring user action.

CANCELLATION_RECORD and REFUND_RECORD are created as new entities rather than status
flags on APPOINTMENT_BOOKING and PAYMENT_TRANSACTION respectively. This ensures that
cancellation and refund histories are independently queryable for compliance reporting and financial
reconciliation  without requiring joins that risk exposing unrelated patient data.
ONBOARDING_RESPONSE stores the raw answers from the guided intent capture and health profile
screens as an ordered sequence of question-answer pairs, preserving the original disclosure context
in which each piece of information was provided. This record supports both personalisation logic and
the transparency requirement that users can see exactly what they submitted and when.
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API| Endpoints

Authentication and Authorisation

Method

POST

POST

POST

POST

POST

POST

POST

POST

POST

DELETE

Endpoint

/api/vl/auth/register

/api/vl/auth/login

/api/vl/auth/refresh

/api/vl/auth/logout

/api/vl/auth/verify-phone

/api/vl/auth/resend-verification

/api/vl/auth/forgot-password

/api/vl/auth/reset-password

/api/vl/auth/change-password

/api/vl/auth/devices/{device id}

we are
affective

Description

Create a new user account with first name,
email, and password. Returns a JWT access
token and refresh token on success.

Authenticate an existing user with email and
password. Returns JWT access token, refresh
token, and user ID.

Exchange a valid refresh token for a new
access token. Refresh tokens rotate on each
use.

Invalidate the current session. Revokes both
access and refresh tokens server-side.

Submit a six-digit SMS code to verify a phone
number. Accepts user ID and code. Returns
verification status.

Resend the SMS verification code. Rate-limited
to three attempts per hour per user.

Initiate password reset. Sends a time-limited
reset link to the registered email address.

Complete password reset using a valid reset
token. Invalidates all existing sessions on
success.

Update password for an authenticated user.
Requires current password confirmation.

Revoke a specific device session. Used when a
user reports a device as lost or untrusted.

All authentication endpoints are rate-limited. Login attempts are throttled to five per minute per IP
address. After three consecutive failed login attempts on a single account, a 15-minute lockout
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not found" and ‘"incorrect password" return the same generic message to prevent account
enumeration. JWT access tokens expire after eight hours. Refresh tokens expire after 30 days and
are single-use.
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Users

Method

GET

PATCH

DELETE

GET

PUT

PATCH

GET

PUT

GET

POST

Endpoint

/api/vl/users/me

/api/vl/users/me

/api/vl/users/me

/api/vl/users/me/health-profile

/api/vl/users/me/health-profile

/api/vl/users/me/health-profile

/api/vl/users/me/notification-

preferences

/api/vl/users/me/notification-

preferences

/api/vl/users/me/favorites

/api/vl/users/me/favorites

we are
affective

Description

Return the authenticated user's account data
including name, email, phone, and account
status. Health profile data is excluded from this
response.

Update basic account fields: first name, email,
and phone number. Email changes require re-
verification before taking effect.

Initiate account deletion. Begins a 30-day grace
period before permanent erasure. Anonymises
health profile data immediately.

Return the authenticated user's current health
profile. Generates an audit log entry on every
read, regardless of whether data has changed.

Replace the current health profile. Archives the
previous version with a timestamp before
writing the new record.

Update specific health profile fields without
replacing the entire record. Archives changed
fields individually.

Return the user's current notification
preferences, grouped by notification type.

Replace notification preferences in full.
Changes take effect on the next notification
cycle.

Return a paginated list of doctors the user has
saved. Includes availability status for each.
Doctors who have left the platform are included
with a status flag rather than silently removed.

Save a doctor to the user's favourites list.
Accepts a doctor ID. Returns the updated
favourites count.
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Method Endpoint Description

DELETE @ /api/vl/users/me/favorites/{doctor id} Remove a doctor from the user's
favourites list.

GET /api/v1/users/me/documents Return a paginated list of
documents the user has uploaded.
Excludes document content; returns
signed URLs for access.

POST /api/vl/users/me/documents Upload a new document. Accepts

multipart form data. File type and
size validation occurs before
storage. Returns the document ID
and signed access URL.

DELETE = /api/vl/users/me/documents/{document id} Delete a user-uploaded document.
Removes both the record and the
underlying file from S3.

Health profile endpoints require a valid access token with the health profile:read or
health profile:write scope as appropriate. These scopes are included in standard user tokens
but are checked explicitly at the endpoint level rather than relying solely on authentication
middleware. Any request to a health profile endpoint that succeeds or fails writes to the audit log
with the user ID, timestamp, endpoint, and HTTP method.
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Onboarding

Method Endpoint Description

POST /api/vl/onboarding/intent Submit the user's primary reason for visiting the
platform. Accepts one of three permitted intent
values. Stores against the user record for
personalisation.

GET /api/vl/onboarding/status Return the user's onboarding completion status by
step, indicating which steps are complete,
incomplete, or skipped.

POST /api/vl/onboarding/health- Submit initial health profile data collected during
profile onboarding. Distinct from the profile update
endpoint in that it does not require a complete
profile and records partial completion without error.

POST /api/vl/onboarding/insurance Submit optional insurance details during
onboarding. Initiates background verification.
Returns immediately with a pending status rather
than waiting for verification to complete.

POST /api/vl/onboarding/complete Mark onboarding as complete. Sets the completion
timestamp and triggers the welcome notification.
Idempotent: repeated calls after first completion
return success without side effects.

POST /api/vl/onboarding/responses Store raw question-and-answer pairs from guided
onboarding screens. Accepts an ordered array of
question-answer objects. Used for personalisation
and transparency.

Onboarding endpoints accept requests from both authenticated and pre-authentication states where
indicated. Intent capture occurs before account creation and therefore accepts an anonymous
session token rather than a full user JWT. The anonymous session ID is linked to the user record at
the point of account creation so that intent data is not lost if a user completes onboarding before
signing in.
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Doctors

Method Endpoint Description

GET /api/vl/doctors Return a curated list of matched
doctors. Accepts query parameters
for location, specialty, and
availability date. Returns a
maximum of five results. Response
includes name, photo URL, next
available slot, price, star rating, and
distance from user.

GET /api/vl/doctors/{doctor id} Return the full profile for a specific
doctor. Includes credentials, clinic
details, all available time slots for
the next 14 days, and paginated
patient reviews.

GET /api/vl/doctors/{doctor id}/availability  Return available appointment slots
for a doctor, grouped by morning
and afternoon periods. Accepts a
date range of up to seven days.
Slots confirmed as taken since the
last search are excluded in real time.

GET /api/vl/doctors/{doctor id}/reviews Return paginated patient reviews for
a specific doctor. Reviews include
reviewer first name, rating, date, and
text excerpt. Full review text
available in the detail response.

GET /api/vl/doctors/nearby Return doctors within a specified
radius of a given postcode or
coordinate pair. Accepts radius in
kilometres, defaulting to five.
Results limited to five. Used to
populate the map view.

GET /api/vl/specialties Return the list of available medical
specialties with plain-English
descriptions. Used to populate
autocomplete during symptom or
specialty search.
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Doctor search results are generated from a combination of the user's health profile intent, confirmed
location, and real-time availability. If health profile data is incomplete, the algorithm falls back to
location and general availability. The /api/vl/doctors endpoint never returns more than five
results regardless of query parameters, because the product decision to guide rather than present all
options is implemented at the API level rather than the client level. Clients cannot override this limit.

Doctor availability data is read from a PostgreSQL read replica with a maximum lag of 30 seconds.
For the slot selection screen during active booking, availability is fetched directly from the primary
database to ensure accuracy. The endpoint response includes a data freshness field indicating
the timestamp of the underlying data, allowing clients to display appropriate messaging if data is

approaching its freshness limit.
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Method Endpoint Description

POST /api/vl/bookings Initiate a new booking. Accepts

doctor ID, appointment slot ID,
appointment type, and optional
patient notes. Sets the selected slot
to reserved state using row-level
locking. Returns a booking ID and a
15-minute hold expiry timestamp.

GET /api/v1l/bookings/{booking id} Return the current state of a specific
booking, including doctor details,
appointment time, location,
appointment type, and payment
status.

GET /api/vl/bookings Return a paginated list of all
bookings for the authenticated user,
filterable by status: upcoming,
completed, cancelled.

PATCH /api/vl/bookings/{booking id} Update mutable booking fields
before confirmation: patient notes
and appointment type only. Booking
time and doctor cannot be changed
through this endpoint; those
changes require reschedule.

POST /api/vl/bookings/{booking id}/confirm Confirm a booking after successful
payment. Transitions slot from
reserved to confirmed. Triggers
confirmation notification.
Idempotent if called after already
confirmed.

POST /api/v1/bookings/{booking id}/reschedule  Requesta new appointment slot for
an existing confirmed booking.
Accepts a new slot ID. Releases the
current slot and reserves the new
one atomically. Subject to
cancellation policy timing rules.
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Method

POST

GET

POST

Endpoint

/api/v1/bookings/{booking id}/cancel

/api/v1/bookings/{booking id}/preparation

/api/v1/bookings/ {booking id}/review

we are
affective

Description

Cancel a confirmed booking.
Returns the applicable refund
amount based on policy rules at
time of cancellation. Creates a
CANCELLATION_RECORD. Does
not modify the
PAYMENT_TRANSACTION record.

Return pre-appointment
preparation information for a
confirmed booking. Includes what
to bring, expected duration, and a
summary of information the doctor
holds about the patient.

Submit a post-appointment review.
Accepts a rating from one to five
and optional free text. Only
available after appointment status
transitions to completed. One
review per booking, not updatable
after submission.

The slot reservation on POST /api/vl/bookings uses a PostgreSQL transaction with SELECT

FOR UPDATE on the APPOINTMENT_SLOT row. If the slot is already in reserved or confirmed state,

the endpoint returns a 409 Conflict with a body that includes the next available slot ID for that doctor.

Clients must handle this response and present the alternative without requiring the user to restart the

search.

Bookings in reserved state that have not received a confirm call within 15 minutes are released by a

background worker running every five minutes. The background worker does not send a notification

when a hold expires; the client detects expiry by checking the hold timestamp against the current

time and handling accordingly with a local prompt to restart the booking flow.
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Payments
Method Endpoint
POST /api/vl/payments/intent
POST /api/vl/payments/confirm
GET /api/vl/payments/{payment id}
GET /api/vl/payments
POST /api/vl/payments/methods
GET /api/vl/payments/methods
DELETE @ /api/vl/payments/methods/{method id}
POST /api/vl/payments/webhook

we are
affective

Description

Create a Stripe Paymentintent for a
specific booking. Returns the client secret
needed by the mobile client to complete
payment through Stripe Elements.
Includes full price breakdown:
consultation fee and any platform charges
as separate line items.

Record payment confirmation after Stripe
Elements completes on the client.
Accepts the Paymentintent ID. Triggers
booking confirmation and issues receipt.

Return the full record for a specific
payment transaction. Includes amount,
status, payment method last four digits,
and timestamp.

Return a paginated payment history for
the authenticated user.

Save a new payment method using a
Stripe payment method ID returned after
tokenisation on the client. No raw card
data passes through Harley's systems.

Return saved payment methods for the
authenticated user. Includes card type
and last four digits only.

Remove a saved payment method from
the user's account. Does not affect
historical transaction records.

Receive and process Stripe webhook
events. Handles payment confirmation,
failure, and refund events. Validates Stripe
signature before processing. Not
authenticated via user JWT.
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GET /api/vl/payments/{payment id}/receipt = Return a structured receipt record for a

completed transaction. Includes all line
items, payment method summary,
booking reference, and transaction
timestamp.

Payment endpoints never accept or return raw card data. All card capture occurs through Stripe
Elements on the client, which handles PCI DSS scope in full. The server receives only Stripe-
generated tokens and IDs. The POST /api/vl/payments/intent endpoint checks that the
associated booking is in reserved state before creating a Paymentintent, preventing payment
attempts against expired or already-confirmed bookings.

The webhook endpoint at /api/vl/payments/webhook validates the Stripe-Signature header
against the configured webhook secret before processing any event. Invalid signatures return a 400
response immediately without logging event content. Successful payment webhooks that arrive for a
booking already marked as confirmed are treated as idempotent and return 200 without creating
duplicate records.
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Method Endpoint
GET /api/vl/notifications
PATCH /api/vl/notifications/{notification id}/read
POST /api/vl/notifications/read-all
DELETE = /api/vl/notifications/{notification id}
POST /api/vl/notifications/device-tokens
DELETE @ /api/vl/notifications/device-

tokens/{device id}

we are
affective

Description

Return a paginated list of in-
app notifications for the
authenticated user, ordered by
most recent. Includes read
and unread states.

Mark a specific notification as
read.

Mark all unread notifications
for the authenticated user as
read.

Delete a specific notification
from the user's notification
list.

Register a device push token
with OneSignal for the
authenticated user. Accepts
the token string and platform
identifier. Replaces any
existing token for the same
device ID.

Remove a device token when
a user logs out or uninstalls
the app. Prevents notifications
being sent to abandoned
device registrations.

Notification content generated by the system never includes patient health conditions, symptom

descriptions, or medication names. All notification templates are approved through the compliance

workflow described in the content architecture section before being made active. Template variables

are limited to appointment logistics: doctor name, date, time, location, and booking reference.
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Method Endpoint Description

GET /api/vl/search/suggest = Return autocomplete suggestions as the user types a

symptom or specialty. Accepts a query string of two or more
characters. Returns up to eight suggestions ranked by match
relevance and booking frequency.

GET /api/vl/search/results = Return matched doctor results for a completed search query.
Accepts specialty or symptom text, location, and optional
date preference. Returns maximum five results with match
rationale in plain English for each.

POST /api/vl/search/log Log a completed search interaction for analytics purposes.
Accepts anonymised session ID, query text, result count, and
whether a doctor card was tapped. No health information is

included in this payload.

Content Delivery

Method Endpoint Description

GET /api/vl/content/educational Return educational content items matching the
specified disclosure level and user context. Accepts
disclosure level and user context query
parameters. Used to populate onboarding explainers
and pre-booking information screens.

GET /api/vl/content/{content id} Return the full body of a specific content item from
Contentful by its ID.

GET /api/vl/content/fags Return frequently asked questions relevant to a
specified context. Accepts a context parameter
matching the screen from which the request
originates.

Admin and Audit

| *Method
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Content Architecture

Harley's content architecture serves a specific purpose that most CMS implementations do not
account for: the user reading the content is already anxious. Information that would feel helpful in a
neutral context can feel overwhelming when someone is worried about their health and unsure
whether a platform they have never used before will actually help them. Every decision in this content
model reflects that reality.

Progressive Disclosure Levels

Content is organised into four disclosure levels, each corresponding to a specific moment in the
user's emotional journey. The level at which content appears is not a categorisation convenience. It
determines whether a piece of information reduces anxiety or adds to it at the moment it is

encountered.
Level When Shown Characteristics
Level 0: First Splash screen, Welcome Single-sentence statements only. No features listed, no
Contact screen, and pre- pricing visible, no specialties described. The only purpose
authentication states is to establish that Harley can help and that the next step
before any account data is safe. Maximum 12 words per unit of content. No
exists questions asked of the user.
Level 1: Why We Ask screen, intent Plain-English explanation of a single data request. One
Onboarding capture, and the first health = paragraph maximum. No legal language. No policy
Context profile field references. The sole purpose is to answer the question the
user is silently asking before they are asked to share
anything.
Level 2: Active @ Home screen, search Short factual statements. Doctor name, specialty in plain
Discovery results, doctor cards, and English, next available time, price, and distance. No
availability view credential lists. No long biographical text. No clinical
terminology. Content at this level answers one question
per unit: is this person relevant to my situation?
Level 3: Full doctor profile, pre- Credential summary, one or two patient review excerpts,
Considered booking explanation, and clinic address, consultation format explanation. Still no
Decision booking summary clinical language. Still no jargon. The user has shown

enough intent to warrant more context, but the content
remains selective rather than comprehensive.
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Level When Shown Characteristics
Level 4: Post- Appointment detail, pre- Logistics-focused content: what to bring, how long the
Commitment appointment preparation, appointment will last, what to do if something changes,
Support post-appointment review and what the doctor already knows. This is the only level
prompt, and receipt where content is specific to the individual user's booking.

No upselling. No cross-promotional content.

Disclosure level is determined by the screen context passed in the user context parameter to
/api/vl/content/educational. The CMS stores each content item with a level field, and the
content delivery endpoint filters by level before returning results. Client applications never receive
content above the level appropriate for the current screen, regardless of what the user has previously
seen.

CMS Content Model

All content is managed through Contentful using a structured content model that enforces the fields
required for progressive disclosure and compliance approval. No content item can be published
without a completed compliance approved field set to true. The publishing workflow requires this

field to be set by a reviewer with appropriate Contentful role permissions, not the content author.

Field Type Notes

content id String Auto-generated by Contentful on entry creation. Used as the reference
(UUID) keyin /api/vl/content/{content id} requests.

title Short Internal reference label only. Never displayed to users. Maximum 80
Text characters.

disclosure level | Integer Maps to the five progressive disclosure levels. Required field. Content
(0to 4) delivery endpoint rejects requests where this field is absent.

user context Symbol = Matches the screen context from which the content is requested.
(enum) Permitted values: welcome, onboarding intent,
onboarding why we ask, onboarding health profile,
onboarding insurance, home, search results,
doctor profile, pre booking, booking summary,
appointment detail, appointment preparation,

post appointment, receipt, fag.

heading Short Optional. Maximum 40 characters. Used for educational cards and
Text FAQ items only. Never shown on onboarding screens.
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Field Type Notes
body Long Text The primary content body. Markdown is parsed client-
(Markdown) side. Maximum 120 words for levels 0 through 2. No
word limit enforced for levels 3 and 4 but content review
guidelines recommend under 200 words.
plain english required | Boolean Marks content items that must avoid clinical terminology.
Required true for all disclosure levels 0 through 2. Level
3 and 4 items may set this false only for content
involving doctor credentials, where formal qualification
names are appropriate.
compliance approved Boolean Must be true for any content item to appear in API
responses. Content items with this field absent or false
are excluded from all delivery endpoints.
compliance approved by | Short Text The Contentful user ID of the reviewer who set
compliance approved to true. Stored for audit
purposes.
compliance approved at | Dateand Timestamp of the compliance approval decision. Used
Time to surface content items approaching review expiry.
review due date Date Date by which the content item must be re-reviewed for
accuracy. Medical content defaults to 12 months from
approval date. Policy-related content defaults to six
months.
locale Symbol ISO 639-1 language code. Defaults to en-GB.
Contentful localisation is used for content variations
rather than separate entries.
tags Array of Used for internal filtering and search within Contentful.
Symbols Not exposed in API responses.
linked specialty Reference Optional link to a doctor specialty entry. Allows
(Specialty specialty-specific educational content to surface on
entry) relevant doctor profiles and search result screens.
fag category Symbol Required for content items where user context is
(enum) fag. Permitted values: booking process,

pricing and payment, doctor credentials,
appointment attendance,

data and privacy, cancellation policy.
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Field Type Notes
version notes | Long Internal field recording what changed between content versions. Not
Text exposed in API responses. Required when updating a previously approved

content item.

Content items in Contentful are versioned natively. When a published item is updated, the previous
version is preserved automatically. The delivery endpoint always returns the latest approved version.
Content items that are updated lose their compliance approved status and return to draft state

until re-reviewed, preventing unapproved revisions from reaching the production content feed.

Resolving Content Depth

The content delivery endpoint resolves depth by combining two signals: the disclosure level of
the requested screen context and the presence of user-specific data that determines which variant of

a content item is appropriate.

When the mobile client calls /api/vl/content/educational Wwith @ user context of
onboarding health profile and a disclosure level of 1,the endpoint returns only content
items where both fields match. If a content item exists at level 1 with a linked specialty that
matches the user's declared intent, that item is returned in preference to the generic level 1 item for
the same context. Specialty-specific content is always preferred over generic content at the same
disclosure level, but the disclosure level cap is never overridden by specialty relevance. A level 3
specialty item will not surface on a level 1 screen regardless of how closely it matches the user's
declared intent.

FAQ content resolves differently. The fag category field determines which FAQ items return for a
given screen, rather than disclosure level. This allows FAQ content to be more detailed than the
screen's general disclosure level permits, because FAQ items are explicitly requested by users who
have chosen to seek more information rather than encountering it as part of the standard screen
flow. A user tapping "how does this work?" on the Why We Ask screen is signalling a higher
information need than the screen's level 1 default. The FAQ endpoint responds to that signal rather
than enforcing the screen-level disclosure cap.

Content depth for doctor profiles follows a specific resolution path because profile content combines
CMS-managed educational text with live database records for credentials, availability, and reviews.
At level 3, the CMS provides the specialty description in plain English and any relevant context about
what to expect from a consultation with that specialty type. Doctor credentials, patient reviews, and
clinic details come from the PROFESSIONAL_PROFILE and PATIENT_REVIEW database records
rather than Contentful. The two sources are merged in the API response so that client applications
receive a single structured object rather than managing two separate content types. Fields from
Contentful and fields from PostgreSQL are distinguished in the response schema by a

© We Are Affective Ltd 2026. All rights reserved. Private and Confidential. 41



we are

Technical Blueprint t
P affective

Technical

Content that has passed its review due date continues to be served but triggers a background
alert to the content team. Expired content is never automatically suppressed because some content,
particularly policy-related information, remains accurate well beyond its scheduled review date. The
review system flags for human assessment rather than making automated accuracy judgements that
could remove accurate content or leave gaps in the user experience during periods when the content

team cannot respond immediately.

Performance Requirements

Harley's performance requirements are not a technical formality. They are a direct extension of the
product's core responsibility: to reduce anxiety, not add to it. A screen that loads slowly, a search
that hesitates, a payment confirmation that hangs without feedback, each of these undermines the
trust the product is trying to build at exactly the moments users are most vulnerable. Emotional
quality depends on technical performance. That sequence is not negotiable.
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Performance Requirements Table

Requirement Target
Doctor search Under
response time 400ms
(p95)
Appointment Under
booking 1000ms
confirmation (p95)
Payment Under
processing 2000ms
feedback (p95)
Doctor profile Under
load 300ms
(p95)
Authentication Under
response 500ms
(p95)
Onboarding Under

screen transitions 200ms

Home screen Under
initial load 600ms
(P95)
Availability slot Under
fetch 500ms
(p95)
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Search is the first moment a user sees evidence that Harley can help

them. Hesitation here reinforces doubt. Users who arrive feeling uncertain

about private healthcare need immediate confirmation that the platform

works, not a loading indicator that gives them time to second-guess the

decision.

Committing to a booking is the hardest decision in the product, as

identified in The Moment Test. The longer the system takes to confirm

that decision, the more time the user has to feel anxious about whether it

worked. Confirmation must feel immediate.

Financial commitment compounds health anxiety. The processing screen

exists to hold the user's attention during Stripe coordination, but it has a

ceiling. Beyond two seconds, users begin to distrust whether the

transaction completed. The 10-second timeout threshold in the endpoint

specification exists precisely because of this.

Profile screens are where users decide whether to trust a specific doctor.

Images and credentials need to load before the user reaches a conclusion

without them. A doctor whose photo never appears feels less credible

than one who does.

Login and session refresh must feel instantaneous. Any friction at

authentication risks users abandoning before they have seen anything.

Each onboarding screen asks for something personal. The transition

between screens signals whether the system is in control. Sluggish

transitions introduce doubt about platform competence at the worst

possible moment.

The home screen is the product's first promise fulfilled. A user who

completed onboarding and reaches a slow home screen experiences the

gap between expectation and reality identified in the Heartbreak Scale

findings. This screen must load fast enough to feel like a reward for

completing onboarding, not an afterthought.

Slot selection is a moment of genuine hope, the user is close to resolving

their problem. Delays here create space for hesitation. The fetch must

complete before the user registers that a load is happening.
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Requirement

Push notification

delivery

Offline
appointment
access

Search
autocomplete
suggestion
latency

Notification
preference update

Receipt
generation

Image loading
(doctor photos,
clinic images)

App cold start to
interactive home
screen

we are

affective
Target Rationale
Under 30 seconds Appointment confirmations and cancellation notices affect real
from trigger event behaviour. A confirmation notification that arrives ten minutes

after payment does not reassure, it creates doubt about
whether the payment processed. Reminders that arrive late
miss their window.

Confirmed Users travelling to appointments may have intermittent
appointments connectivity. Appointment details must be available locally
readable within 2 without requiring a network round trip. Arriving at a clinic and

seconds from cache being unable to access an appointment reference is a trust-
breaking failure.

Under 150ms after Autocomplete must feel responsive enough that it guides the
two characters user rather than trailing behind them. A suggestion that
entered appears after the user has already finished typing provides no

value and signals a slow system.

Confirmed in under Users who change notification settings expect immediate
800ms effect. A slow response implies the change may not have
registered, creating doubt and potentially repeated attempts

that compound confusion.

Under 1500ms Post-payment, users want closure. The receipt is that closure.
Delays here extend the financial anxiety of the payment
moment rather than resolving it.

Under 400ms via Visual credibility is established or lost in the first seconds of

CDN (p95) viewing a doctor profile. As the Heartbreak Scale findings
identified, the current design scores a one for trust in part
because it fails to feel credible. Doctor photography must load
completely and cleanly. Placeholder avatars or broken images
are trust-eroding failures.

Under 3 seconds on The period between tapping the app icon and seeing content

minimum supported that the user can act on must be short enough that no user

device questions whether the app is working. Cold start is the first
experience returning users have on each session.

Minimum Supported Device Specifications

Performance targets apply across the full range of supported devices, not only against flagship

hardware. Engineers should treat minimum specifications as the primary test environment for

performance validation, not the edge case.
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The minimum supported iOS version is 15.0, as defined in the mobile client architecture. The oldest
devices that support iOS 15.0 at time of writing include the iPhone 6s and iPhone SE (first
generation), both equipped with an A9 chip and 2GB RAM. Search response times, booking flows,
and payment processing must meet their targets on these devices. SwiftUl performance on A9
devices is acceptable for the low-density screen layouts the product uses, but image loading and
API coordination must be optimised with this constraint in mind. CloudFront CDN delivery and Stripe
Elements load time on A9 hardware should be validated in staging before production release.

Android minimum specification

The minimum supported Android version is APl 24 (Android 7.0). Devices at this API level include a
broad range of mid-range hardware with 2GB RAM and processors ranging from Snapdragon 400
series to Snapdragon 625. Jetpack Compose performance on older Android devices requires
particular attention; Compose renders efficiently on modern hardware but can introduce frame drops
on devices with limited GPU resources if view hierarchies are complex. The low-density screen
layouts Harley uses are a practical advantage here, as they reduce rendering complexity compared
to information-dense alternatives. All performance targets must be validated on a device running API
24 with 2GB RAM, not solely against current mid-range or flagship Android hardware.

Network conditions

Performance targets assume a standard 4G mobile connection with typical urban UK signal quality.
Testing should also validate behaviour on 3G-equivalent connections (approximately 7Mbps
download) because users in clinics, hospitals, or older buildings may experience degraded
connectivity at the exact moments they most need the app to function. Doctor profile loads, slot
availability fetches, and payment confirmation sequences must complete within acceptable
tolerances on 3G without user-visible failure. Cached appointment data must remain readable under
complete network absence without requiring any loading state.

Measurement approach

All response time targets are defined at the 95th percentile rather than the mean. Mean performance
metrics mask the experience of users who encounter slower responses, and in healthcare booking,
those users are the ones most at risk of abandoning the platform. Monitoring through DataDog
should track p50, p95, and p99 response times for every endpoint listed in the API specification, with
alerting configured at the p95 threshold rather than p99 to allow recovery time before the worst-
performing requests become the majority experience. Mobile session recording through Sentry
should flag any session where booking flow completion time exceeds twice the target, marking these
as priority investigations rather than statistical outliers.

Notification Architecture

Harley sends notifications across six distinct contexts. Each one serves a specific function in the
user's journey, and each carries a different emotional charge. An appointment confirmation lands
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when a user has just done something difficult: committed to private healthcare, paid for it, and
trusted a platform they are still learning. A pre-appointment reminder lands 24 hours before a
moment the Moment Test identified as one of the five hardest in the product: actually showing up.
The notification system has to hold both of those moments with the same care. Getting the timing
wrong, or the copy wrong, or defaulting to opt-in when the user expects to be reminded, is not a
minor UX failure. It is the system failing the user at exactly the point they needed it most.
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Notification Types

Copy

Trigger Channel

Approach

Booking POST Push, On,no | State the
Confirmation = /api/v1l/bookings/ {booking id}/confirm | in-app opt-in facts. Doctor
succeeds required = name, date,

time,
location.
Reference
number on a
second line.
No
enthusiasm,
no
exclamation
marks.
Confirmation
is not a
celebration.
Itis
reassurance.

Payment PAYMENT_TRANSACTION status transitions to Push, On, no Line-item
Receipt confirmed in-app, opt-in summary of
email required = what was

charged and
why. No
marketing
content. The
only
additional
copy is the
cancellation
policy
reminder,
stated once,
plainly.
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Copy Approach

Pre-
Appointment
Reminder (24
hours)

Pre-
Appointment
Reminder (2
hours)

Appointment
Cancellation
(platform-
initiated)

Scheduled job fires 24 hours
before APPOINTMENT_SLOT
start time

Scheduled job fires 2 hours
before APPOINTMENT_SLOT
start time

APPOINTMENT_BOOKING status
transitions to

cancelled by provider

Push, in-
app

Push
only

Push, in-

a’pp’
email

On, no
opt-in
required

On, no
opt-in
required

On, no
opt-in
required

© We Are Affective Ltd 2026. All rights reserved. Private and Confidential.

What to bring. How long it
will take. What the doctor
already knows. Three short
statements, nothing more.
Framed as preparation, not
a prompt to confirm
attendance.

Clinic name and address
only. One line. The user
already has everything else.
This notification is for the
person on their way out the
door.

What happened. What the
user gets back. What they
can do next, stated as a
single action. No hedging,
no passive voice. The
platform cancelled, not
circumstances beyond
anyone's control.
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Default Copy

Trigger Channel
99 State Approach

Appointment | POST In-app, On, no Confirmation

Cancellation | /api/vl/bookings/{booking id}/cancel email opt-in of the

(user- succeeds required | cancellation

initiated) and the
refund
amount if
applicable.
Refund
timeline
stated as a
specific
number of
business
days, not an
estimate.

Reschedule POST Push, On, no New date,
Confirmation = /api/vl/bookings/{booking id}/reschedule | in-app opt-in time, and
succeeds required = location.

Reference to
the previous
slot only if
the change
affects
price. No
filler.
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Default

Trigger Channel Copy Approach
State
Follow- APPOINTMENT_BOOKING status In-app On One sentence. The doctor
up transitions to completed and doctor = only has suggested a follow-up.
Booking record includes Single CTA to view
Prompt follow up recommended: true availability. Not sent as

push. The user has just
completed an appointment
and does not need their
phone to interrupt them.

Account Password change, new device login, Push, in- On, Security notifications are
and account deletion initiated app, cannot not a preference. They are
Security email be a right. Copy is direct and

disabled includes a contact action if
the user did not initiate the

event.
Platform New feature availability, policy changes = In-app Off by Factual description of what
Updates only default changed and why it affects

the user. No promotional
framing. If the update does
not directly affect the
user's next interaction with
the platform, it does not
get a notification.

Notification Principles

Timing is the first form of copy. A notification that arrives at the wrong moment undermines trust
regardless of how well the words are chosen. The pre-appointment reminder at 24 hours is designed
to land during an evening or morning when the user has enough time to read it and act on it if
needed. The two-hour reminder assumes the user is preparing to leave. Neither should arrive during
the night. Scheduled notification jobs must check the user's local time before dispatch. Notifications
that would fall between 22:00 and 07:30 local time are held and sent at 07:30. This applies to all non-
security notification types. Security notifications send immediately regardless of time because
delayed security alerts are worse than inconvenient ones.

All notification copy is authored through the compliance workflow described in the content
architecture section. Notification templates live in Contentful as content items with user context
set to the relevant notification type. No notification goes to production through ad hoc copy. The
template must have compliance approved set to true before activation. Template variables are
restricted to appointment logistics fields: {{doctor name}}, {{appointment date}},
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symptom descriptions, and specialty labels are never included in notification content, not because
they are technically difficult to include but because a notification appearing on a lock screen is not a
private communication. The user's device may be visible to others. The system does not out people.

Default states reflect what users actually need, not what the platform prefers. Booking
confirmations, payment receipts, pre-appointment reminders, cancellation notices, and security
alerts are all on by default. These notifications exist to prevent concrete harm: missed appointments,
confusion about payment, uncertainty about whether a booking actually confirmed. Defaulting them
to off and waiting for users to opt in would mean a majority of users never benefit from them,
because the users most likely to miss an opt-in screen are the same users most likely to need a
reminder. The platform's approach to defaults is governed by what the user would choose if they
were paying attention, not by what creates the least notification volume. Follow-up booking prompts
and platform updates are the exception. These serve the platform's interests as much as the user's,
which is exactly why they default to off.

Frequency control is enforced at the system level, not left to individual notification triggers. A
user cannot receive more than two push notifications in any four-hour window, except for security
notifications, which are uncapped. This cap applies across notification types. If a booking
confirmation and a pre-appointment reminder would both fire within four hours of each other, the
system queues the lower-priority notification and sends it at the next available window. Priority order
from highest to lowest is: security, cancellation, booking confirmation, payment receipt, pre-
appointment reminder (2 hour), pre-appointment reminder (24 hour), reschedule confirmation, follow-
up prompt, platform update. The cap prevents the platform from training users to ignore notifications
through volume, which is exactly what happens to every app that treats its notification budget as
unlimited.

The notification system does not use dark patterns. Re-engagement notifications are not
implemented. There is no mechanism for sending a notification because a user has not opened the
app in a defined number of days. There is no notification that exists to increase session counts or
bookings metrics. If a user has no upcoming appointment and no pending action that requires their
attention, the app sends them nothing. The rationale is straightforward: the users Harley serves are
people who came to the platform because they were anxious about something. A notification that
manufactures a reason for them to return to the app is not serving them. It is borrowing trust they
gave for a specific purpose and spending it on something else. That is not a product decision with a
small downside. It is the kind of behaviour that produces one-star reviews that mention words like
"pushy" and "spam" and quietly reverse the confidence the platform spent every other interaction
trying to build.

Notification copy must pass the Read It Aloud test before activation. Every template is read
aloud by at least one member of the content team before it enters the compliance approval
workflow. The standard is the one that emerged from the workshop session of the same name: the
copy should sound like a knowledgeable friend telling you something useful, not like a system
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notifying you of a status change. If it sounds like a status change, it is rewritten. If it sounds like
marketing, it is rejected. If a someone reading it aloud pauses because a word feels wrong for the
context, that word is changed. The test is not a formality. It is the check that prevents technically
accurate copy from being emotionally tone-deaf.
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