
The health care system is 
complicated.
Which facility should I go to?

Unsure of 
medical 
options

Illness 
develops

Makes a 
decision to visit 
the nearest ER

Drives to the ER

Locates 
parking

Enters the ER facility Check in at reception
Finds seat in
waiting room

Paper work

Wait to be seen

Walked to 
treatment room

Health 
assessment

Health 
assessment

Directed to seek 
treatment elsewhere

Goes homeReceives 
follow up 
directions 

Treatment

Drops off prescription to 
be filled at pharmacy

Update doctor of the 
hospital visit

Receives medical bill

STAGES PRE-CLINIC VISIT IN-CLINIC VISIT

Confused
I’m not feeling so well

Provide clarity or unify coverage 
universally
Make it easy to know where to 
seek treatment

I don’t feel up to driving right now

A means to help people reach the 
hospital conveniently

Relieved Annoyed

Not another line to 
wait in

Redesign the waiting 
room experience to be  
more comfortable.

Pre-process paper 
work, so patient just 
has to check in.

Shorten wait times by 
triaging patients 
before they arrive

Receptionist could go 
to the patient, vs. the 
patient waiting to 
check in

Automatically fill 
prescriptions electronically

Annoyed

Free medical coverage

Angry

Stressed

Uncomfortable

Annoyed Relieved

Conduct assessment remotely so patients go to 
the right facility the first time

Send follow up care instructions digitally

Irritated Taken advantage of

I just want to get treated, not deal 
with driving and parking

Finally, I made it to the 
treatment facility

Waiting this long sucksWhy are you making me 
do paper work?!

The waiting room is 
chaotic and 
uncomfortable

Finally, I’m getting assessed and getting treated
I can’t read the doctor’s handwriting

This is an inefficient system. I just want to feel 
better.

Lots of hassle just to fill 
this prescription

That was expensive!Am I going to remember 
everything from my visit?

Unsure

Connect medical records 
digitally and across 
providers

DOING

THINKING

FEELING

OPPORTUNITY

POST-CLINIC VISIT

Experience Map


