CASE STUDY &bpamMO

HOW DAMO HELPED AN INTEGRATED
NOT-FOR-PROFIT HEALTHCARE DELIVERY
SYSTEM DEVELOP FOUR ENTERPRISE
PATIENT JOURNEY MAPS IN THREE MONTHS

A large not-for-profit integrated healthcare delivery system on the East Coast focuses on
innovation and creating exemplary healthcare experiences. Damo has been a long-time
advisory partner and understands the health system’s strategic vision well. Damo
Consultants knew the health system’s in-flight work towards improving their patient
experience. As such, the health system engaged Damo in identifying the first set of
journey maps that should be developed at an enterprise level and then prioritized and
developed the first four maps. The entire process of creating these maps ensured there
was complete stakeholder agreement for all four journey maps. The time to develop
these journey maps was reduced to three months. Damo created unique deliverables
that would be used as references to further the success of their programs.

A large not-for-profit integrated healthcare delivery system on the East Coast with more than
29,000 employees, 12 hospitals, and a health plan that is recognized nationally for clinical
quality and safety is strategically focused on innovation and creating an extraordinary
healthcare experience.

Overview of Engagement

The healthcare system’s dedication to
personalized healthcare prompted a deeper
look at their patients’ experiences within the
organization. Two in-flight programs aimed to
improve patient interactions, but their strategies
lacked a unified, transparent vision at the
enterprise level. Multiple projects in these
programs’ roadmaps needed prioritization to
value the organization. The executive leadership
realized the need for enterprise-level journey
maps to inform and align their simultaneous
CRM and Signature Experience programs.

Journey maps effectively provide
a comprehensive evaluation of
current-state and in-process
interdepartmental work by
gathering multilevel
stakeholders, facilitating, and
documenting brainstorming
sessions, and designing detailed
journey maps as a reference for
program or project direction for
all stakeholders.
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The healthcare system engaged Damo Consulting to prioritize and develop a set of four
enterprise patient journey maps. The Damo team worked closely with senior executive
stakeholders to prioritize and produce four detailed journey maps encompassing the
beginning of a patient’s experience with the healthcare system.

The Goals

Damo aimed to identify, prioritize, and create high-value journey maps for the healthcare
system’s stakeholders. They created high-level journey maps to use as effective
communication tools and inform development opportunities. In conjunction with several
in-flight transformative programs, the executive leadership desired to develop updated
and detailed journey maps that would be highly actionable and improve the patient
experience.

Impacts of Journey Maps

Journey maps are visual representations of the overall story that illustrate each step of a service or
product over time and across channels from a user’s perspective.

The patient is the focus

By taking the perspective of the patient at each of their touchpoints with the health
system, the micro-level details of their interactions are exploited and evaluated for
problems and pain points that help identify every opportunity for improvement.

Improved patient experience converts into customer loyalty

A fragmented user experience that causes frustration can prevent the acquisition of
new patients. By practicing empathy for the patient, the health system can better
adapt to shifting patient expectations at the smallest level of detail.

Creating a source of truth helps internal stakeholders speak the same language

Assembling a diverse and knowledgeable team to create a journey map helps coordinate
ongoing initiatives across the health systems. Further, aligning teams on the experience at the
patient level helps break down silos, eliminate operational ineffencies, and optimizes work
dedicated to improving patient care delivery.
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Approach

The engagement was divided into two phases, with executive approval after each.
Phase 1

Damo identified a complete set of candidate enterprise journey maps for patient access
and care delivery based on the healthcare’s stakeholder interviews, research of peers and
industry best practices, existing journey maps, existing patient experience initiatives, and
the Damo Reference Model. The set comprised a chronological journey of experiences,
from when a patient needs to see a healthcare provider to ongoing care, such as follow-up
appointments.

Damo prioritized the first four journey maps based on the following criteria:

1. The presence of an existing journey map that could be supplemented with additional
details.

2. A higher number of correlated patient experience initiatives to the patient journey,
which signified simultaneous work in that area in other internal departments (aligning
with organizational goals and objectives).

3. Correlation to the upstream phases of the patient’s journey, such as pre-visit and visit,
to focus on patient acquisition.

Phase 2

Once the first set of high-priority journey maps were selected, Damo conducted working
sessions with key stakeholders to collect the required inputs and data. Participating
stakeholders were designated as Subject Matter Experts (SMEs) on the specific journey
and were chosen from various organization levels and departments. These SMEs were
knowledgeable about the current state of patients’ workflows and staff-patient
interactions. A member of Damo facilitated the sessions to define each step of the four
journeys and map out every detail of each step. These details included the user’s goals,
actions and touchpoints, problems and pain points, ideas and opportunities, channels,
and emotional experiences.

After the initial draft of each journey, the work was reviewed for feedback by key
stakeholders, including executive leadership, to ensure consensus that the journey
accurately represented the current state of the patient experience. From the feedback, the
details of each journey were iterated with the designated SMEs. This cycle was repeated
until there was complete stakeholder agreement on the contents of the journey maps.
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Deliverables

Schedule an Appointment

Recognition of
Appointment

Research Provider

Enter Patient

Upload Insurance

Schedule

Confirm

USER NEEDS

o Feeling unwell.

« Needing preventive care.
o Seeking medical attention.

USER ACTIONS
« Notice symptoms.
o Feel symptoms.
« Decide to schedule an
appointment.

PROBLEMS
* Uncertainty about the urgency of
symptoms.
« Confusion about which provider to
contact for scheduling.

IDEAS/OPPORTUNITIES
« Implement symptom checker tool.
« Provide guidance on when to seek
medical attention through the app.
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Options
USER NEEDS
o Finding a suitable healthcare
provider.

« Looking for someone who meets
their preferences.
« Needs an available provider.

USER ACTIONS
« Search for nearby providers.
* Check availability.
« Read provider reviews.

PROBLEMS
o Limited availability visible on the
scheduling app.
® Lack of reviews for certain
providers within the app.

IDEAS/OPPORTUNITIES

« Improve provider search
functionality.

o Integrate provider reviews into the
scheduling app.

* Facilitate leaving reviews.

« Ability to save most liked
providers.

Information

USER NEEDS
o Provide necessary patient
information required for the
appointment.

USER ACTIONS
« Fill out patient information form
within the app.
« Add personal details and medical
history

PROBLEMS
o Tedious or confusing data entry
process within the app.
« Concerns about data privacy.
* Concerns about app security.

IDEAS/OPPORTUNITIES
« Simplify the data entry process.
« Autofill options.
o Clear explanations of why certain
information is needed and how it
will be used.

USER NEEDS

 Provide insurance details for billing
purposes.

USERACTIONS
« Upload insurance card with photo.
* Input insurance information
manually within the app.

PROBLEMS
« Difficulty uploading documents or
entering information accurately.
« Concerns about data privacy.
o Concerns about app security.

IDEAS/OPPORTUNITIES

o Offer guided upload process with
clear instructions.

« Ensure secure encryption of
uploaded documents.

* Link to instructional video

Appointment

USER NEEDS

« Easy and convenient way to
schedule an appointment through
the app.

USER ACTIONS

« Choose appointment time that is
most convenient.

PROBLEMS
« Complex scheduling interface.
o Limited availability for preferred
time slots visible on the app.

IDEAS/OPPORTUNITIES
o Streamline scheduling process
within the app
« Offer flexible appointment slots
visible on the app.

Appointment

USER NEEDS
o Assurance that the appointment is
scheduled.
* Reminders to avoid missing it, all
within the app.

USERACTIONS
« Receive confirmation notification.
o Set up reminders for appointments
within the app.

PROBLEMS
* Notifications not being received.

« Reminders not syncing with user's
calendar.

IDEAS/OPPORTUNITIES
« Offer multiple notification options
within the app.
o Available push notification, email,
and text options.
« Integrate with user's calendar app
for seamless reminders.



Results

Damo delivered four enterprise journey maps in three months with the constructed
prioritization matrix.

Damo recommended that the highest priority enterprise journey maps were:

Find a Provider

Schedule an Appointment
Register for a Visit
Check-in for a Visit

AN =

Understanding the health system’s strategic vision and in-flight work towards improving
their patient experience helped Damo create unique deliverables that would be used as
references to further the success of their programs. Since these journey maps were being
used to inform projects that were underway, the deliverables were created as living, online
documents that were easily accessible and modifiable.

The way to harness the full value of a journey map is to use it to propagate updates. Damo
discovered many potential high-value changes, including policy, process, website,
software, and feature updates.

The ideal subsequent activity in Damo’s
methodology is to use the gathered
information to create a user story map.
These maps are created to capture ideas
and opportunities for all possible
features and updates, and then the next
step is to prioritize them. The features
are organized into epics and feed
directly into a backlog of updates to be
made. This process correlates with agile
software development. User journey
maps and user story maps facilitate
efficient, patient-centric, and actionable
requirement gathering.

These four enterprise journey maps were
foundational and instrumental in
communicating the current state of
patient experience to a wide audience
and informing the goals, opportunities,
and value of the new clinical access center
(CAQ). Incorporating the health system's
strategic vision and ongoing efforts to
enhance patient experiences was pivotal
in shaping the final deliverables.

By aligning the journey maps with existing initiatives, they became valuable tools that
bolster the success of existing and new initiatives, fostering continuous improvement in
the patient’s experience.

To learn how Damo can help you, email us at info@damoconsulting.net or fill out this
form.
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Damo Consulting provides digital transformation advisory services to enable healthcare
organizations to navigate the technology-enabled transition to telehealth and virtual care.
We bring deep industry knowledge, market insights and technology skills to help develop

and implement enterprise digital roadmaps.
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For more information, write to us at:
info@damoconsulting.net

Visit us at:
www.damoconsulting.net

I For additional content on digital strategy, case studies of our work, and ongoing research.

Subscribe to our newsletter




