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The Healthcare 
Experience Today

©  2 0 2 2  L E X T A N T.  A L L  R I G H T S  R E S E R V E D



Assessing the current 
patient experience
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People find themselves in 
moments throughout the 

patient journey
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All of our research 
reveals a similar 

emotional outcome
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Should I seek care?
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What’s my condition?
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What should I expect?
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What are my treatment options?
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How should I manage 
my condition?
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Am I doing it right?
©  2 0 2 2  L E X T A N T.  A L L  R I G H T S  R E S E R V E D



The Patient Journey

ASSESS 
SITUATION

RECIEVE 
CARE

DECIDE 
IF, WHEN, 

WHERE

TREAT
CONDITION
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Touchpoints: People
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Touchpoints: Devices
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Touchpoints: Apps
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Touchpoints: Websites
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Touchpoints: Medication
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Touchpoints 
are confusing
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Current Experience:
The emotional outcome that results
from the interaction between a 
person and something.
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Stressed
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Overwhelmed
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Making it difficult to...
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Making it difficult to...

• Make decisions 
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Making it difficult to...

• Make decisions 

• Follow procedures 
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Making it difficult to...

• Make decisions 

• Follow procedures 

• Understand complex information
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There’s a fundamental 
usability issue with the 
healthcare experience
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The Desired 
Healthcare 
Experience
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Defining a desired  
patient experience
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Desired Experience:
The emotional outcome 
people desire when interacting 
with something.
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The Anatomy of the Desired 
Healthcare Experience
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The Anatomy of the Desired 
Healthcare Experience

EMOTIONS
How do people want to feel?

1
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The Anatomy of the Desired 
Healthcare Experience

EMOTIONS

BENEFITS

How do people want to feel?

How does the service deliver the benefits?

1

2
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The Anatomy of the Desired 
Healthcare Experience
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The Anatomy of the Desired 
Healthcare Experience

EMOTIONS

BENEFITS

FEATURES

How do people want to feel?

How does the service deliver the benefits?

What does the service have to provide to 
make people feel this way?

1

2

3

SENSORY CUES
What attributes do people associate 
with these features?

4
©  2 0 2 2  L E X T A N T.  A L L  R I G H T S  R E S E R V E D



This is what people 
tell us they want
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CALM & IN CONTROL

1. EMOTIONS
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INFORMED

2. BENEFITS
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Informed in these moments:
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EASY TO UNDERSTAND

3. FEATURES
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Easy to understand touchpoints:
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ALL IN ONE PLACE

4. SENSORY CUES
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MINIMAL STEPS

4. SENSORY CUES
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GUIDES ME

4. SENSORY CUES
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UP TO DATE

4. SENSORY CUES
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SIMPLE LANGUAGE

4. SENSORY CUES
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CONCISE

4. SENSORY CUES
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VISUAL

4. SENSORY CUES
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VISUAL

4. SENSORY CUES
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The 
Solution
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Assume you have a  
usability challenge 

©  2 0 2 2  L E X T A N T.  A L L  R I G H T S  R E S E R V E D



Treat moments 
as use cases 
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Think hollistically  
about use cases
• Contextual/emotional 

• Physical, cognitive, and emotional barriers 

• Desired outcomes
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Touchpoints are the 
solutions in the moment
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Keep key touchpoints 
discreet and focused 
with a clear architecture 
and hierarchy 
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Involve users in 
determining how the 
information is delivered
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Test for usability
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The 
Healthcare 
Usability 
Challenge

• Complex information
• Stress limits 

comprehension
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The 
Healthcare 
Usability 
Challenge

• Complex information
• Stress limits 

comprehension

• Embrace easy  
 to understand
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The 
Healthcare 
Usability 
Challenge

• Complex information
• Stress limits 

comprehension

• Embrace easy  
 to understand

• Design for the  
 big picture
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The 
Healthcare 
Usability 
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 for the right   
 moments
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The 
Healthcare 
Usability 
Challenge

• Complex information
• Stress limits 

comprehension

• Embrace easy  
 to understand

• Design for the  
 big picture

• Right       
 touchpoints   
 for the right   
 moments

• Involve users   
 in the design

• Use       
 information   
 design best   
 practices 

• Test ideas for   
 usability 
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“Even baseline or bad experiences in CPG 
or retail would be viewed as huge wins in 
healthcare. There’s so much opportunity 

to flip the script and impact the entire  
experience along the way.”

Sara Saldoff, OhioHealth
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It’s not about what you make  
it’s how you make people feel
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Thank you.
Marty Gage  |  martyg@lextant.com  |  lextant.com


