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ABSTRACT

Objective: The aim of this study is to present a solution to problems in the services provided by the general hospitals by
creating a user-centric environment through analyzing the User Journey Map and the User Context. Background: The rapid
growth in aging population and the monopolization of superior medical staffs by the general hospitals increased demand for
the general hospitals in Korea. But, often services provided by the general hospitals are provider-centric and low quality.
Method: This study examines problems in the services provided by the general hospitals by analyzing the User Journey
Map through stakeholder interviews(contextual interviews) and on-site observation. Based on the contextual analysis of the
user(i.e. the patient), this study proposes new and improved user-centric services to be provided by the general hospitals.
Results: Ten new user-centric services proposed by this study are: (1) "Booklet on Success Story", (2) "FAQs by Doctor",
(3) "Designated Nurse", (4) "Patient Interview Record Card", (5) "Close relationship between doctor & patient", (6) "Thank
You Notice Board", (7) "Step by Step", (8) "Green Cap", (9) "Patient Kit", (10) "RFID Direction Display System". Conclusion:
The service design for the general hospitals proposed by this study is an important case-study on improving the environment
of the general hospitals from provider(medical staffs)-centric to user(patents and its family)-centric. Application: This study
is expected to be used in various areas to improve existing system(products and/or services) to be more user-centric.
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2.1.1 Field research through experience survey
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Contributing Factors
Excessive information on Doctor

Too many patents seeking
certain doctor shortened
the treatment time

to be less then 2 minutes

Underlying Causes
Patents only seek certain famous
doctors in the general hospitals.

Direct Causes
Overly straight talking & unfriendly
doctor

Nuclear
Core Problem family
Complex
examination  Fear, No one to
Lackof Procedure Difficutt ~ accempany
guide to Elderly living
TIOVE alone
Service
Incomprehensible
exam result
Not based on Increased anxiety
visual design due to
incomprehensible
information

Figure 1. Cause diagram of current state

é
2

(]
to

Fu
i
4
et
¥
pac
32,
o
o, M
)

o> o
X
re

rlr off

folo

Sign SystemeolA] WAsH= 1327} o]a| g
AR, &2 24, ofHL T4
3 (Table 1).

b
BE R N oe 0

Mo 1% Koo o 2

)
bl
i
N
)
off
1o,
Sl
2
2

Table 1. Mind map on services of the general hospital

Phase 1 Phase 2 Phase 3 Phase 4
Attitude of | ° Cold and distance
the medical : Autl}ontapan
staff Businesslike .
* Blank expression
Psvchological « Unfamiliar medical
sychologica procedure
Anxious | * Fear of the exam result
* Incomprehensive
Service of medical jargon
ervice o
I%ene'ratall gillzllln g;. * Aversion to the smell
osp! the hospital of disinfectant
* Complicated route
Trail « Difficult to find
Physical route examiation/treatment
Y room
Sionace | Difficult to read
s g;:e 1%1 * Inefficient procedure
Y * Too many information

2.1.2 Definition of touch point
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Figure 2. Insights into patient experience
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Figure 3. Definition of touch point

Table 2. Definition of touch point
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Entrance . .
information booth, etc
Area for checking-in or making appointment . .
Reception for the medical treatment and expected wait Table 3. Analysis of user journcy map
time Touch point Negative aspect Positive aspect
Waiting room Aﬁer .check.-in, expected wait time until the * Difficult to find direction | | Fasv to locate
interview with the medical staff Entrance map description  of . Y sk
’ . information des
. . Preliminary interview before the exam/ treatment, floor guide
Pre-interview P
treatment and expected wait time « Clotted window.
. . . - . * Colorful
Medical Examination by CT, MRI, X-ray, Endoscope, Reception | * Repetitive check-in ; Ofo .
N o o Wt 43 information sign
examination etc and expected wait time Wait time
Treatment After the examination, interview with the .. * Poor environment for wait .
- - o Waiting * On-site Nurse for
(Interview doctor about current medical condition and room area Q&A
w/Doctor) expected wait time * Boring wait time
Next ste All post-treatment procedures, including Pre- « Inefficient route
P payment, prescription, purchase drugs interview | * Boring and poor wait area
Mefilca.I Long wait time * Floor direction line
examination
2.1.3 Analysis of user Journey Map « Uncertain wait order, route
) Treatment | * Anxiety during the wait
User Journey Map< 94 =% 7714 A IJEE (Interview and the interview
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A9 W} 2P Mow trold FYHe WE o
i « Difficult to use Kiosk
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Negative Aspect

Difficult to find direction map,
description of treatment, floor guide

- Difficult to use Kiosk
- Complex payment window

- Poor environment for wait area
- Boring wait time

- Clotted window,
- Repetitive check-in

- Inefficient route

- Uncertain wait order, route

- Anxiety during the wait and the interview
- Incomprehensive medical jargon

Long wait time

Next Step

Patient - Wait time - Boring and poor wait area
i O—
Entrance Waiting Room Examination
Reception Pre-Interview Treatment
(Interview w/Doctor)
Easy to On-site Nurse for Q&A

locate information desk

Floor direction line

Colorful information sign

Positive Aspect

Figure 4. User journey map of general hospital's service
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The fundamental problems

7y Boring and Anxiety el
@ ; i
during the wait
Analysis Incomprehensive
- 4 pret Treatment
@ medical jargon (Intervieww/ Doctor)

User Journey Map

Poor information
of
treatment procedure

Figure 5. Definition of key touch point

Table 4. User context analysis of key touch point

Key touch point Needs Solution
* To obtain hopefully the ]SBtO oklet on Success
message, useful medical Sy
information in the waiting | FAQs by Doctor
room Designated Nurse
Patient Interview
. Record Card
* Friendly doctor
* Easy communication Close relationship
Treatment between doctor & patient | between doctor &
(Interview * Consultation with medical | patient
w/Doctor) experts —_—
Thank You Notice
Board
Step by Step
» Efficient treatment Green Cap
procedure ) Patient Kit
» Easy general hospital S —
RFID Direction
Display System
3. Results

2 A A2 (1) "Booklet on Success Story", (2)
"FAQs by Doctor", (3) "Designated Nurse", (4) "Patient
Interview Record Card" (5) "Close relationship between
doctor & patient", (6) "Thank You Notice Board" (7)
"Step by Step" (8) "Green Cap", (9) "Patient Kit" (10)
"RFID Direction Display System" 107} A28 &3t
B AH|AE AES(Figure 6).
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4. Conclusion
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