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Our Member Support team is 
here to help
Our member support team is here to help your population 
throughout their mental health journey.

Member Support is available:

● Via live-chat within the Headspace App, 
located in the "Care" tab

● Via email at: caresupport@headspace.com
● Hours of operation:

○ 5am-5pm PT, Monday-Friday
○ 8am-5pm PT, Saturday & Sunday
○ 8am-5pm PT, Holidays

● Member FAQ and Help Desk

https://team.headspace.com/t/10945/sc/56958098-1adb-4e84-bdcc-0fc24f91275b/NB2HI4DTHIXS62DFNRYC42DFMFSHG4DBMNSS4Y3PNUXWQYZPMVXC25LT/MQZTSZRWG42WEYRRGM4TOZJSMI4WIYRXMZQTAMBUG5RGMNZTHEYDQOLFGFQTEMJW/help-headspace-com-hc-en-us
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Experience for 
Enrolled Members
Experience is App-based  
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Existing Member 
Experience

14

Automatic app 
update is DISABLED

Automatic app 
update is ENABLED

For existing Headspace members 
receiving the upgraded Care 
experience, the Headspace app will 
update just like any other app 
updates*.

*Based on the user's personal phone preferences, the 
Headspace app will update automatically OR they 
will need to go to the app store and tap update. 
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Enrolling and Onboarding: 
Headspace for New Members
Experience is web-based  
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Member visits their unique company URL where they can verify 
eligibility by inputting their credentials.

Or  click ʻSign up nowʼ and be directed to input their credentials. 

Member receives email 
that points to enrollment 
landing page 
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If member selects ʻSign up nowʼ they are then prompted to enter 
their corporate email address OR employee ID. They then will be 
prompted to enter their date of birth and Country 

If its email, theyʼll receive an email to their work email address on 
the eligibility file to verify their account. Theyʼll go to that email to 
click verify and then move to the next screen on this page 

If its ID, as long as it matches what we have on that eligibility file, 
they'll be able to move to the next screen.

Memberʼs eligibility is 
verified 
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To be eligible must be: 13 or older in the US 
or 18 and older outside of the USMember confirms DOB and country
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If someone doesnʼt 
meet requirements an 
error message appears

If a person is:
Under 13

If person is:
Outside US

17 and younger
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Option 1
Member has existing Headspace account

Member clicks ʻYes, I already have an 
accountʼ

Member logs into existing account 
with existing credentials

Member logs 
into account
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Option 2
Member does not have an existing 
Headspace account - they must create a 
one.

Member creates 
account

Member selects ʻNo, I need to create a 
new oneʼ

Member creates a new account
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Employee is now enrolled and onboards via 
short-assessment 
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Member onboards via short-assessment 
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Option 1
Based off of their onboarding assessment, 
the member is prompted to download 
Headspace. 

Member is provided a 
personalized care plan

Member selects ʻDownload 
Headspaceʼ

Member downloads Headspace
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Option 2
Based off of their onboarding 
assessment, the member is 
prompted to schedule a coaching 
session.

Member is 
provided a 
personalized 
care plan

Member clicks 
ʻSchedule a text 
chatʼ

Member selects a day 
and time, and clicks 
ʻBook [Day, Time]ʼ

Member is prompted 
to Download 
Headspace

Member downloads 
Headspace



Proprietary, Confidential, & Thoughtful

Logging into Headspace
Experience is from the Headspace app 
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Member opens Headspace app and logs in

Member clicks ʻLog inʼ Member inputs 
credentials

Member is logged inMember sees load page
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Member is then guided on how 
to use Headspace and navigate 
the app.

Guided tooltip to direct 
them to Care tab
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Member has completed 
onboarding and is brought to 
the Care Tab

If a member has already 
scheduled a coaching 
session, they will be notified 
it on the Care tab

If a member has not 
scheduled a coaching session, 
they will have options to 
schedule a coaching session

Navigate to 
Care tab
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If a member has already 
scheduled coaching, they will 
be notified of it on the Care 
tab

If a member has not yet 
scheduled a coaching session, 
the member can schedule 
through the Care tab at any 
time

If a member has not 
scheduled a coaching session, 
they can do so by selecting 
ʻSchedule a sessionʼ 

Member selects day and 
time to schedule their 
session

Session is confirmed

Schedule a 
coaching 
session
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Member completes a Coaching Intake 
Questionnaire

Complete 
Coaching Intake 
Questionnaire 
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Member completes a Coaching Intake 
Questionnaire

Coaching Intake 
Questionnaire 
(Cont.)
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Adding 
Dependents
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Member will be 
prompted to add a 
dependent via email and 
in their profile tab
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Member invites 
dependents by inputting 
email
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Dependent receives 
email invite to join
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Dependent inputs DOB 
and Country 
information to confirm 
eligibility

After confirming 
eligibility, if a member 
already has a 
Headspace account 
they login or if not, they 
create an account.

(See Onboarding and 
Enrolling for next steps)

Dependent 
confirms 
eligibility
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Once a teen downloads and 
enters the Headspace app, 
they will be prompted to 
submit a consent form so 
their parent and/or guardian 
can consent to them receiving 
care.

Teen is prompted 
to submit consent 
formʼ 

Member completes consent 
form

Consent form is sent to 
parent/guardian

Teen submits 
consent form to 
engage in Care
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Parent/Guardian is sent consent form to complete
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Parent/Guardian 
complete consent form 
(cont.)

Consent to coaching Consent to coaching and 
therapy

Consent to all
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Parent/Guardian 
complete consent form 
(cont.)

These forms will only appear if the parent/guardian selects therapy 
and/or psychiatry
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Parent/Guardian completes consent form (cont.)
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Parent/Guardian fills out questionnaire about teen
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Parent/Guardian fills out questionnaire about teen

If they answer yes, they go 
to this screen

If they answer no, they bypass the 
follow up question  and go to this 

screen
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Parent/Guardian fills out questionnaire about teen

If they answer yes, they go to 
this screen

If they answer no, they bypass 
the follow up question  and go 

to this screen
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If a parent declines to 
consent, the teen will 
receive this message
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If a parent gives consent, 
the teen will be 
prompted to schedule a 
chat with a coach
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Schedule a 
clinical 
appointment
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Schedule a clinical appointment



Proprietary, Confidential, & Thoughtful

Schedule a clinical appointment (Cont.)




