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Improing Patient Satisfaction
Enhancing Employee Experience
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UX Design

User Experience Design
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Patient Experience:

The Sum of all interactions, shaped by an
organization’s CULJEUFG, that influence patient
nerceptions across the cCONtinuum of care.

The Beryl Institute
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Chief Experience Officer = CXO
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CXO is "responsible for making
sure every aspect of a complex
delivery system consistently

meets basic patient and human
needs.”

- Howard Larkin; H&HN
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Chief Experience Officer = Listener—-in—Chief



Doug Dietz 5Fonsh GE Healthcare
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Process:
Design Th|nH|ng
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CUSTOMER EXPERIENCE e
JOURNEY

NEED
Usage
GENERATION

Proactive maintenance @
Follow up on trouble ticket @
Trouble ticket generation ()
Cycling biling )

Starts using the service (©)

Initial Consideration

Calls contact centre (&)

BEFORE Calls a channel partner ()

GCONSIDERATION

Delivery / Installation

Training ()
Testing &) DURING
Invoice Raise @
Installation () ENGAGEMENTJ
Actual delivery ©) Engagement
First Interaction (&) @)
OF PURCHASE Subs?querrt InteraFtlons .‘j:;:-~
VG o Purchuss EVALUATION Solution Presentation @) )

Signs contract (©)
Final Presentation (&)

Submission of Quote @

Evaluation

Studies proposal ()
Calls in case of a query ()
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Customer Experience Journey Mapping

wisH1 I'm THAT WILLIT Mom NO! NO!
WAS AT REALLY LOOKS HURT CAN'T PLEASE
NERVOUS SCARY! ME?! HELP> NO!

RIDESTO .  (HECKS WALKS  oeps mRr

HOSPITL N TO MRT MACHINE
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EXPERIENCE

BACK STAGE
SUPPORT

CX Journey Mapping Workshop
Oracle - CX Strategy & Design




Customer Journey
Mapping

Linda’s Journey Map

Browse information or learn more on a general topic

<> Identifies

P = -
Stage of Journey formation Need \ i Looks for Information (%3} Find Information ¢ Seeks Help
Linda’s friend, Dottie, tells Turns on Clicks on Doesn't Clickson USA.  Reads USA. Clicks on link Begins Fills out Checks her e-
Activities her to look for grants computer and  Grants.gov understand gov link on gov Benefits,  to Benefits.  Benefits.gov  Benefits.gov  mail later and
es and then Search Grants  Grants.gov Grants, and gov Benefit webformand  sees response
"Government Search Grants  information home page Loans page Finder, but it types a from Benefits.
Grants" and goes back under Financial  and realizes takestoo long  message to gov
to Grants.gov Assistance she is not and she clicks  ask how she
Homepage eligible for a "Contact Us" to can get
grant find a real financial help
person
S wwvw grants gov|
Home|grants.gov b _
wwlfnnls‘:ov - ’ ~
Thankful Dottie is such a Feelsalittie  Feels confused  Thinksthis Thopethislink Encouraged Feels Overwhelmed Hopeless and  Disappointed
good friend nervousand  and decidesto  seems easy has what I but needs optimistic by the discouraged, there is more
Feelings and unsure, and try again in need clarity, questions. not sure this to do and
Needs hopeful her case she comfort, and Needsto know  isgoingto  needs support
search will missed it reassurance this is the help and hope
work right step.
. Simplify benefits.gov contact page . Integrate benefits finder and unclaimed money search
. Make the benefits finder more like Turbo Tax . Add APIs to integrate with state benefits info
'?‘i"‘"‘" . Add questions to benefits.gov email form to help agents give better responses . Integrate benefits.gov FAQs into content pages on benefits.gov
OP?:‘:::::*:: «  Create task force for benefits related sites/agencies «  Create an infographic to explain benefits finder
P . Merge grants.gov, benefits.gov, and govioans.gov . Ask Grants.gov to add a popup asking if you want personal benefits
. Become benefits program manager - benefits.usa.gov . Add benefits finder directly to USA.gov page






SELECT
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Customer's Journey

PURCHASE RECOMMEND

OWN

Support & Serve

BUY

Market & Sell

RESEARCH NEED RECEIVE USE

AINTAIN
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Employee's Journey

Evaluate Decide Grow Contribute

Candidate Employee
Seek & Explore Perform & Develop

Apply Find Join Learn



Employee Experience:

The Sum of all mterachons, shaped by an
organization’s CULJ[UFG, that influence emptoy.ees’
perceptions, attitude and behavior across
the cONtinuum of his or her career life.
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Inspiration at Work



Chief Experience Officer
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By focusing on the deficit, we create more
images of deficit and potentially overwhelm
the system with images of what is wrong.
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* Tlalalumnudasnny Safety
*  UINTUANNIN-UINTFIU
Quality & Standard

* Tdlatfinudunywd

- Humanized Healthcare
yasiuludszansnin Efficiency

*  guarnaulanTad Humanitarian
* ASNANUTEN-LTUETIN Equity

*  d11NAND1@1 Volunteer spirit
* SUNPTRUMBAILINARN Healing Environment
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Matthew Hillingsworth
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Inspiration at Work



