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Experience Alignment Tools: Introduction

These are two examples of many They can be paired with different They are flexible to address the
possible tools for visualizing methodologies to support experience problem space at hand
experiences so they can be understood alignment throughout different project e Structure

across teams phases
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Journey Maps
Not just for building empathy
Visual representation of the

steps a person takes to achieve
a specific objective

* Level of experience fidelity
* Type of content/context

Service Blueprints
The big service picture

Visual representation of a person
navigating a flow with supporting
service delivery components of
people, process and technology



Journey Maps: Journey Structure & Experience Impact

High-Level Journey Structure
Segments journey into phases based
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PATIENT NARRATIVE

Patient Experience Context
* Journey timeline
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with a specialist. healthcare system's new self- several guestions.
scheduling features for

She attempis to call her Specialty Appointments. Unsure of how to proceed

healthcare system's
scheduling center but finds it
is after call center hours.

and lacking confidence that
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she closes the app.
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Service Blueprints: Completing the Full Service Picture

Schedule Specialist Appointment

Scheduling app

Service Blueprints depict the full depth of
the service across people, process and
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Operating Strategy & Service Delivery System

Supporting healthcare systems to deliver top-level service experience and care to patients

Leadership Vision & Alighment

t t

Patient Consumer
Care Team r |
@ = Retention b O O P
. 05 (=4 il
Quality & Service Care Team » CareTeam Care Experience Patient Patient Growth &
(People Process Tech) Satisfaction Productivity (External Service Value) Satisfaction Loyalty Fidelity
T T 1 Healthcare Services
Care T Dovel . Improved Patient ... that meet patients’ needs Patient Engagement
are leam Developmen Treatment Compliance Community Reputation

Processes for Serving Patients
Workflow Design

Digital Tools (EHR & non-EHR)
Supporting Functions

Health Outcomes
Holistic Care
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Questions?

Erika Smith, PharmD, FACHE, FASHP
Executive Director, Transformation & Integration
Froedtert ThedaCare Health
Erika.Smith@Froedtert.com

Anna Schwinn,
Healthcare Service Designer
Anna.Schwinn@tegria.com

Kristal Wittmann, DHSc, CXPX
Director, Access & Experience
Kristal. Wittmann@tegria.com

Tegria


mailto:Anna.Schwinn@tegria.com
mailto:Kristal.Wittmann@tegria.com

	Aligning Experience to Drive Scalable, Sustainable Change
	Experience Alignment Tools: Introduction
	Journey Maps: Journey Structure & Experience Impact
	Service Blueprints: Completing the Full Service Picture
	Operating Strategy & Service Delivery System
	Slide Number 6

