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World
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The Healthcare
Experience Today




Assessing the current
experience
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People find themselves in
throughout the
patient journey
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All of our research
reveals a similar
outcome
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Should | seek care




What's my condition? m
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What should | expect?
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What are my treatment options?
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How should lmanage

my condition?
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Am ldoingit right?

©2022 LEXTANT. ALL RIGHTS RESERVED




The Patient Journey

DECIDE
IF, WHEN,
WHERE

TREAT

ASSESS
CONDITION

SITUATION
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ouchpoints: People

Hello, How may | help you?
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Touchpoints: Devices

Wednesday, September O

10:00 AM Medicatio

2 Medications

Log All as Taken

Levothyroxine
Levothyroxine Sodium - Tablet
1tablet at 10:09 AM

Skipped Taken

Time to Log Your
10:00AM Medications Omega 3s
Capsule
Log All as Taken { 1 capsule at 10:09 AM

Skipped Taken

Log All as Skipped
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Touchpoints: Apps

Book on-demand care

ot L

See a preferred doctor

®° €6
<

Josh D Tommy D. Nicole D.

O TeLADOC.

Hello, Sarah

Get Started Dr. Justin Zaghi

RECOMMENDED DOCTOR
U5 Learn more about primary care

EARLIEST AVAILABLE Read bio
Thursday, Apr 1/8 AM-10 AM
1234 Wilshire Blvd

i (Get Care Now)
General Medical
et care 24/7 for non-emergency

ditions like cold & flu, sinus
allergies and more

View availability

RECOMMENDED DOCTOR

Dr. Robert Kakehashi
EARLIEST AVAILABLE

© Friday, Apr2/12 PM-2PM

4 Wilshire Bivd

Mema, heaity,
Fowsg, 31479 =

e :

locay Services Paracetamo

{Back MyChart = vinner Smoked mackere
Salad (Tomato, Le ttuc

Sleep Quality (Level:8

D |Test Results y Sleep Quality

COMPLETE BLOOD COUNT
6/10/2022 >

Hung S. Luu, MD / .
0711 @ ( L
CBC-SCAN 08:10 © ‘ .
61012022 > 0826 @ < More Diary Report
Hung S. Luu, MD 0828 @
092
PB MORPHOLOGY v SELECT PERIOD
6/10/2022
Hung S. Luu, MD 11:42 o Al
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Touchpoints: Websites

Famiy Health  Your Health Resources.

Symptom Checker

Choose a symptom and answer simple questions using our physician-reviewed!
Symptom Checker to find a possible diagnosis for your health issue. Consult witf}

your doctor if you feel you have a serious medical problem.

Genetics  Medical Tests  Videos & Too

LT
A, S

ster2
Answering Questions

D.gov NIH research information |  Espafiol

share eatinerius [2] B 1

Did your pain begin after a fal injury, or
when you lifted an object?

Looking for informa

Tweets by @MediinePlus Stay Connected

re genetic conditions,
Sign up for the My MedlinePlus.

oy Medinepiu.. @ newsletter @

AR

@mediine... - 31m

SUBSCRIBE
Happy Halloween!

NIH
Read the latest issue

- inspecting all candy
- eating only commercialy
‘wrapped candy All of Us
- food allergy? check the label
- for small kids, remove
utes of Health hoking hazards like gum,

ard candies, or small

Mation Grants & Funding News & Events ResearCh

J-19 coving NIH Research information | Espafiol | NIH staff guidance (NIH Only)

/EALTH INFORMATION

Health Information .
Search NIH Health Topics

Health Care Providers & Facilities @

Health Info Lines

MedlinePlus Health Info

\Wellness Toolkits

H Clinical Research Trials and You

ing to Your Doctor Health Highlights

Lung Diseases and Your Environment
Lung diseases affect your ability to breathe. Discover
environmental risks of lung disease.

eceive the NIH Health

onth about healthy

National Dental Hygiene Month
Check out free publications on dea
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Touchpoints: Medication




Touchpoints
are confusing




Current Experience:

The emotional outcome that results
from the interaction between a
person and something.
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Stressed




Overwhelmed



Making it difficult to...
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Making it difficult to...

e Make decisions

EEEEEEEEEEEEEEEEEEEEEEEEEEEEEE




Making it difficult to...

e Make decisions

* Follow procedures
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Making it difficult to...

 Make decisions
* Follow procedures

e Understand complex information

EEEEEEEEEEEEEEEEEEEEEEEEEEEEEE




There's a fundamental
with the
healthcare experience
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The Desired
Healthcare
Experience




Defining a
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 Vo




The Anatomy of the Desired
Healthcare Experience

1 EMOTIONS

How do people want to feel?
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The Anatomy of the Desired
Healthcare Experience

1 EMOTIONS

How do people want to feel?

2 BENEFITS

How does the service deliver the benefits?

e
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The Anatomy of the Desired
Healthcare Experience

1 EMOTIONS

How do people want to feel?

2 BENEFITS

How does the service deliver the benefits?

3 FEATURES

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




The Anatomy of the Desired
Healthcare Experience

1 EMOTIONS

How do people want to feel?

2 BENEFITS

How does the service deliver the benefits?

3 FEATURES

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

4 SENSORY CUES

What attributes do people associate
with these features?




This is what people
tell us they want
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Informed in these moments:

GHTS RESERVED




©2022 LEXTANT. ALL HIGHTgH'ESERVEI]

b F .



Easy to understand touchpoints:

dtes of Health

Mation Grants & Funding News & Events ResearCh

J-19 coving NIH Research information | Espafiol | NIH staff guidance (NIH Only)

/EALTH INFORMATION

Health Information .
Search NIH Health Topics

Health Care Providers & Facilities @

Health Info Lines

MedlinePlus Health Info

\Wellness Toolkits

H Clinical Research Trials and You

ing to Your Doctor Health Highlights

Lung Diseases and Your Environment
Lung diseases affect your ability to breathe. Discover

eceive the NIH Health
environmental risks of lung disease.

month about healthy

National Dental Hygiene Month
Check out free publications on dea
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Statistics Expenses Profit Revenue

25,348 +13% 33,243 +127% 54,333 +

!!.1””"‘ I|M

Summary 10.07. 20

Calendar

rcﬂﬂrhuh 13%

Pl ML 12%

13 14 15 16 17 18 19 ® Expenses 25 348
o0 21 27 93 34 25 26 ® Profit 7,895
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4. SENSORY CUES
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Results 2
in minutes Tests

on/go

COVID-19
Antigen Self-Test

For use under Emergency Use Authorization (EUA) only
For in vitro diagnostic use only
For use with lower nasal swab specimens

Passport

Lauren Zerpa «

Share status
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PRA-DOT79, FLPM-00 T3, ROFN-0R0TS

Mi/Z0° COVID-19 Antigen Self-Test
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4. SENSORY CUES =

VISUAL
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Assume you have a
usability challenge




Treat moments
as USe CASeS




Think hollistically
about use cases

» Contextualf/emotional
* Physical, cognitive, and emotional barriers

e Desired outcomes



Touchpoints are the
solutions in the moment




Keep key touchpoints
discreet and focused
with a clear architecture

and hierarchy




Involve users in
determining how the
information is delivered
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“Ideal Healthcare Experience”

| am in-control

concept 1
concept2 | NN

Concept 3 \

It is easy to understand

Concept 1 |

Concept 2 ] |

Concept 3 [

Overall Score 80%

About These Scores \thea

Study Details Rating Scale

| am informed

Concept 1 |
concept 2 | NN

Concept 3 ’

It i< simple & concise

Concept 1 |
Concept 2 [
Concept 3 |

61.3%

Brand 2 Brand 3

Export ~




The
Healthcare
Usability

Challenge

« Complex information
« Stress limits
comprehension



e Embrace easy
to understand
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e Embrace easy
to understand

e Design for the
big picture
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e Embrace easy
to understand

e Design for the
big picture

e Right
touchpoints
for the right
moments
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e Embraceeasy ¢ Involve users
to understand in the design

e Design for the
big picture

e Right
touchpoints
for the right
moments
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e Embraceeasy ¢ Involve users
to understand in the design

 Designforthe « Use

big picture information
design best
e Right practices
touchpoints
for the right

moments
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e Embraceeasy ¢ Involve users
to understand in the design

 Designforthe « Use

big picture information
design best
e Right practices
touchpoints

for the right e Testideas for
moments usability

©2022 LEXTANT. ALL RIGHTS RESERVED






“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.”
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It’s not about what you make
it’s how you make people feel







Thank you.

Marty Gage | martyg@lextant.com | lextant.com



