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Part III 



Today’s Objectives 

 

 Learn about a few tools, techniques and methods 
you can use to capture / examine the patient 
experience 

 

 Understand the EBD approach, a method of 
designed by the National Health Service (NHS) 

  

 Come away with a few ideas as to how you could 
use these tools through shared examples 



Today’s call 

Many different ways to capture the patient experience 

 Observations 

 Focus groups  / “listening labs” 

 Shadowing 

 Diary / Journals / photographs  

Today we’ll look at a few tools and examples of how they 
have been used 

 Introduction to tools from the Catalyst Program 

 Overview of the Experience Based Design method 
with Lizzie Cunningham 

 



Definition of Patient Experience 

 Is satisfaction a part of experience? Or experience a part of satisfaction? 

 How are the emotional components of experience different from that of 
satisfaction? 

“My experience of going to the clinic was great but my satisfaction with the visit was 
low.” 

 Satisfaction is often based upon existing expectations. 

 Experience helps you understand the patient’s journey not just the end result.      

 



Source: EBD concepts and case studies; http://www.nhsiq.nhs.uk/resource-search/publications/nhs-inst-ebd-concepts-and-case-studies.aspx  
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For this webinar series... 

 Earlier, we asked you to choose a Quality improvement or 
change projects as your “case study” for the next three 
learning sessions. 

 

 What project did you pick? 
 
 Goal Statement:  Earlier, we asked you to consider and create 

a statement of how patient experience data will enhance the 
culture of patient-centered care at your clinic. 

 
 Did your clinic create a goal statement?                                              

If so, what is it? 



Tools to Examine the Patient Experience  

 Innovation Catalyst Program 

 Lots of great resources + videos to examine the 
patient experience on their website: 
http://www.wearecatalysts.org/about  

 Storyboards 

 Empathy mapping  

 Journey Mapping  

http://www.wearecatalysts.org/about
http://www.wearecatalysts.org/toolkit/13
http://www.wearecatalysts.org/toolkit/13
http://www.wearecatalysts.org/toolkit/13
http://www.wearecatalysts.org/toolkit/23


INVOLVING PATIENTS IN 

IMPROVING SERVICES – THE 

EBD APPROACH 

Lizzie Cunningham 



Why should we involve users of our 

services?  

 Improve our ability to ensure that people are treated 
with compassion, dignity and respect within a clean, 
safe and well managed environment 

 Greater ownership of local health services, and a 
stronger understanding of why and how they need to 
change and develop  

 Improved communications between organisations and 
the communities they serve 

 Satisfaction v experience 

 Aid policy and planning decisions in becoming more 
patient focused 
 

 

 

 

 



What is the ebd appraoch?  

 ebd - experience based design - is a method of 

designing better experiences for patients, carers and 

staff  

 Captures the experiences of those involved in 

healthcare services  

 Involves looking at the care journey 

 Importantly also looks at the emotional journey people 

experience when they come into contact with the service 

 Staff work together with patients and carers to firstly 

understand these experiences and then to improve them  



Why use experience?  

 Increasingly improvement projects include some form of 
patient involvement however few focus closely on 
identifying and using the specific experience of 
patients and staff  

 One way to understand the value of incorporating staff 
and patient experience in improvement project is to 
look at the components of good design  

 Healthcare organisations have proven skills in improving 
the performance and reliability of services but have not 
always placed equal focus on the aesthetics of 
experience – how it feels to use or be part of the 
service  

 

 

 



Principles of good service design 

 

Performance  Engineering   The Aesthetics of 

Experience 

How well does it do  How safe, well   How is the interaction 

its job?    engineering and   with the product or  

Is it fit for purpose?  reliable is it?   service? 

   

 

Functionality Safety  Usability 

  

+ + 

(Bate & Robert, 2007, adapted from Berkun)  

 



ebd guide and toolkit 



  ebd framework 



Things to consider  

 Senior leadership support 

 

 Patient consent 

 

 Time and resources 



The four stages 

Capture the experience 

 Getting patients and staff involved 

 Helping people tell their stories 

 

 

Understand the experience 

 Identifying emotions 

 Mapping emotional highs and lows  

 Finding touchpoints 

 



The four stages 

Improve 

 Co-design – turning experience into 
action 

 

 

Measure 

 Evaluating and sustaining the 
improvements 

 



Capturing Experience 

 Interviews 

 Experience questionnaires 

 Diary/Journal 

 Observation 

 Shadowing 

 Focus groups/ ‘listening’ labs 

 Photographs/Photo journals 

 Compliments and complaints 

 Conversation cards 

 

 



Experience questionnaire 



Understand the experience 

 What people feel when they use your 
service  

 When they feel it  

 

You can do this by:  

 Identify emotions 

 Find the touchpoints 

 Map the emotions to the touchpoints  
 

 

 







Improve the experience 

Use the understanding and insights that you have 
gathered and link these into a number of core areas of 
work  

 The information may provide you with a better 
understanding of complaints  

 It could provide valuable information to support a 
current improvement project or other service re-design 
work 

 Some information gathered will lead you almost 
instantly to be able to make an improvement 

 You will find areas that are much more complex and 
require time to develop a number of ideas around 
potential solutions.  

 

 



Improve the experience – Co-Design 

 Co-design does take some planning, co-ordination 

and a different mindset – not many teams are used 

to working with patients as genuine partners and 

this can cause some apprehension at first.  

 The essence of co-design is to generate a shared 

understanding between patients, carers and staff. It 

is this understanding that leads to a different 

perspective on the service and the improvements 

that could be made.  

 



Improve the experience – Co-Design 

Sites who have used a co-design approach have found 
that it is:  

 A natural way to progress the relationships that have 
already emerged between patients and staff in earlier 
stages of the ebd approach  

 A way to actually lessen the workload on staff; with 
patients and carers taking on many of the improvement 
actions themselves  

 A way to keep up the momentum of change – where 
patients are part of the change team, they bring 
enthusiasm, drive, energy and a level of expectation.  



Measure the improvement 

With any improvement work it is important to be able to 
evaluate the impact and success of intervention. 

Measurement methods can range from formal to informal 
and quantitative to qualitative.  

  

Success can be measured in terms of  

 Subjective outcomes – the way people feel 

 Objective outcomes – improved performance, fewer 
incidents etc.  

 

Further guidance within the ebd guide 



Examples: Patient Experience 

Krista Collins, OPCA 
 Central City Concern in Portland, Oregon 

 Experience using tools from the Experience Based 
Design book (2011). 

• Patient experience questionnaire  

• “Changing hats” observation walk-through 

• Materials available here from NHS 

 

During today’s call, I will cover:  

• What we did  

• What we learned  

• What we (probably) should have done differently 
in retrospect 

 

 

http://www.nhsiq.nhs.uk/resource-search/publications/nhs-inst-ebd-guide-and-tools.aspx


Patient Experience Questionnaire  

 Used the patient experience 
questionnaire from the EBD design and 
toolkit 

 Patients were asked to circle from a list 
of words the emotions they felt 
throughout their appointment  

• Arrival / check-in, waiting room, visit with 
your care team, leaving / check-out 

 Emotions ranged from positive (happy, 
supported) to negative (sad, worried) 
with a mid-point of “comfortable”.  

 Added a space for feedback  



“Changing Hats Exercise” 

 CCC staff from neighboring programs were recruited to take 
part in a 15 minute walk-through of the clinic where they 
were asked to pretend (in their minds) as if they themselves 
were patients of the clinic. 

 

 Observers asked to anonymously chart their thoughts, 
impressions and suggestions on a brief questionnaire during 
observation.  

 

 



What We Did & What We Learned  

 Created a run chart of the frequency of emotions circled 
at each “touch point” Patients reported mostly positive 
emotions 

 However, in comparison to other “touch points” of care, 
they reported the fewest positive emotions while in our 
waiting room upstairs.  

 



 Observers gave many useful infrastructure suggestions 
–having a fresh pair of eyes in the clinic also helped 
generated several new ideas. 

 

 Many of the staff members had the same suggestions in 
regards to improvement, specifically that the upstairs 
waiting room could use “a little work”.  

 

 This might explain the dip in “happy” emotions we 
observed through our Patient Experience 
Questionnaire! 

 

What We Did & What We Learned  



 Administrative team met to review suggestions from 
patients and staff  

 Members of administrative team also sat in waiting 
room themselves to observe “how to felt”. 

 Used feedback from Patient Experience Questionnaire 
and staff to make changes to our waiting room  

 Magazines 

 Water fountain 

 Plants  

 

 

What We Did & What We Learned  



Things to keep in mind… 

We gathered data on patient experience… 

• But didn’t re-test after we made changes! 

Other factors to consider: 

• Consider patient confidentiality / consent when gathering 
patient experience 

• Appoint a “project lead” to carry out your observations / 
experience project 

• Follow-up with staff & share your results 

• Add your patient experience tools to your Improvement 
Toolkit / QI program 

 

 



Future Webinar Topics  

Wednesday, March 16th at 1pm: 

 How to Create and Support Powerful 
Patient Advisory Committees 

 



35 



Resources 

 Experience based design concepts and case studies: 
http://www.nhsiq.nhs.uk/resource-search/publications/nhs-
inst-ebd-concepts-and-case-studies.aspx  

 

 Experience based design guide and tools: 
http://www.nhsiq.nhs.uk/resource-search/publications/nhs-
inst-ebd-guide-and-tools.aspx  

 

 Improvement Leaders’ Guide: Involving patients and carers: 
http://www.evidenceintopractice.scot.nhs.uk/media/135286/in
volving_patients_and_carers_guide.pdf  

 

 Catalyst program resources: 
http://www.wearecatalysts.org/toolkit/methods  
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Thanks! 

We appreciate you taking the time today to consider 
this aspect of patient-centered care. 

 

For questions or comments please contact: 
Claire Tranchese, MPA:HA 

Training and Development Manger, OPCA 

ctranchese@orpca.org, 503-228-8852 

 

OPCA Patient Experience Team: Akira Templeton, Bob Maxwell, Claire 
Tranchese and Krista Collins 

mailto:ctranchese@orpca.org

