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Journey Overview

This journey outlines the process for a Canadian citizen accessing emergency medical care

through a hospital's emergency room. It includes the initial steps of recognizing the need

for emergency care, arriving at the hospital, and receiving treatment. The journey is

designed to help individuals understand what to expect during an emergency room visit,

the role of healthcare professionals, and the potential follow-up actions required after

treatment. The journey emphasizes the importance of prompt action in emergency

situations and aims to demystify the emergency room process, ensuring that citizens feel

informed and prepared. It includes details about the triage process, interactions with

medical staff, and the administrative aspects of an emergency room visit, such as

providing necessary identification and health insurance information.

Persona Profile

Sarah Chen

Age: Unknown  |  Occupation: Unknown  |  Location: Unknown 

Sarah is a 32-year-old software developer planning her first international trip

since the pandemic. She's tech-savvy but unfamiliar with the passport

application process.



User Stories

A Seamless Emergency Room Visit

Success Impact: 5/5 Simulation

NARRATIVE

When I arrived at the hospital, the staff was incredibly efficient. Despite the busy

environment, I was triaged quickly and received prompt care. The medical team was

attentive and explained each step of my treatment, which made me feel at ease.

KEY SUCCESS FACTOR 

None - this was a positive experience 

USER QUOTES

I was really impressed with how smoothly everything went. The staff was professional

and attentive. 

The Waiting Game

Pain Point Impact: 4/5 Simulation

NARRATIVE

I never expected to spend so much time waiting during my emergency room visit. From

the moment I arrived until I was seen by a doctor, it felt like I was just waiting in line after

line. It made an already stressful situation even worse.

PRIMARY PAIN POINT 

Long wait times at every step of the emergency room process 

USER QUOTES

I understand emergencies can be unpredictable, but the waiting was excessive. It made

me anxious and frustrated. 



Streamlining Post-Discharge Communication

Opportunity Impact: 3/5 Simulation

NARRATIVE

After being discharged, I needed to clarify some instructions and schedule a follow-up.

However, getting through on the phone was a nightmare. I had to wait on hold for what

seemed like forever, which was quite frustrating.

OPPORTUNITY AREA 

Long wait times when calling about Post-Discharge Services 

USER QUOTES

I wish there was a quicker way to get post-discharge information. Waiting on hold

added unnecessary stress. 



A Call for Integrated Health Systems

Jurisdictional Impact: 2/5 Cross-Jurisdictional Simulation

NARRATIVE

While my emergency room experience was mostly under a single jurisdiction, I couldn't

help but think about how my situation might have been different if I needed to coordinate

between federal and provincial systems. The lack of visible integration can be daunting

for patients who require services that span different jurisdictions.

JURISDICTIONAL GAP 

Potential complexity in navigating between federal and provincial health services 

JURISDICTIONS INVOLVED

federal,ontario

HANDOFF DETAILS

While not directly experienced, the potential for jurisdictional handoff issues could

complicate care coordination.

USER QUOTES

It would be great to have a more integrated system that makes transitions smoother

across jurisdictions. 



Efficient Triage Experience

Success Impact: 4/5 Simulation

NARRATIVE

As I entered the hospital, I was concerned about the wait time at triage since the

symptoms were severe. Thankfully, the triage process was smooth and efficient. The

medical staff quickly assessed my condition and prioritized my treatment, which made

me feel cared for and less anxious about my situation.

KEY SUCCESS FACTOR 

Efficient triage process 

USER QUOTES

The triage team was quick and professional, which really helped ease my anxiety. 

Long Wait Time for Emergency Services

Pain Point Impact: 5/5 Simulation

NARRATIVE

I recognized the need for emergency care due to intense pain, but I was frustrated by the

prolonged wait times at every service point, from the emergency medical services to the

emergency room itself. Each step seemed to involve waiting in line, which added to my

stress and discomfort.

PRIMARY PAIN POINT 

Prolonged wait times at every step 

USER QUOTES

It felt like I was waiting forever at each step. The wait only increased my anxiety and

discomfort. 



Improving Post-Discharge Communication

Opportunity Impact: 3/5 Simulation

NARRATIVE

After being discharged, I needed to clarify some instructions regarding my follow-up care.

However, reaching the post-discharge services by phone was challenging due to long wait

times. Improved communication channels or options would greatly enhance the overall

experience.

OPPORTUNITY AREA 

Difficulty in post-discharge communication 

USER QUOTES

It took so long to get through on the phone to confirm my follow-up care details. 

Seamless Healthcare Journey

Success Impact: 4/5 Simulation

NARRATIVE

Despite the challenges, the overall journey through the emergency room was

straightforward and well-managed. Each healthcare professional I interacted with was

knowledgeable and supportive, making the process less daunting.

KEY SUCCESS FACTOR 

Overall positive experience despite challenges 

USER QUOTES

The staff were all very supportive, which helped make the experience much more

manageable. 



Streamlined Triage Process

Success Impact: 5/5 Simulation

NARRATIVE

When I arrived at the hospital, the triage process was surprisingly efficient. I was worried

about the wait times, but the staff quickly assessed my condition and prioritized my

treatment appropriately. It was reassuring to see how smoothly this part of the process

went.

KEY SUCCESS FACTOR 

Efficient triage process despite initial concerns about waiting times 

USER QUOTES

I was relieved to see how fast the triage process was handled. It made me feel like they

really cared about getting me treated quickly. 

Long Waits at Every Step

Pain Point Impact: 4/5 Simulation

NARRATIVE

Throughout my emergency room visit, I found myself facing long wait times at each stage

—from the initial medical services to post-discharge instructions. It was frustrating to

spend so much time in queues, which added stress to an already difficult situation.

PRIMARY PAIN POINT 

Excessive wait times at multiple points in the emergency room process 

USER QUOTES

It felt like I was just waiting and waiting. The process could definitely be more efficient

to reduce stress for patients. 



Enhancing Post-Discharge Communication

Opportunity Impact: 3/5 Simulation

NARRATIVE

After my emergency room visit, I needed to call about post-discharge services. The wait

on the phone was quite long, which made getting the follow-up care I needed more

difficult. Having an online portal or a more responsive phone service could really improve

this experience.

OPPORTUNITY AREA 

Long wait times when calling about post-discharge services 

USER QUOTES

I wish there was a quicker way to get the follow-up information I needed. Maybe an

online system could help streamline this process. 



Navigating Jurisdictional Complexities

Jurisdictional Impact: 2/5 Cross-Jurisdictional Simulation

NARRATIVE

While my emergency room visit was within a single jurisdiction, I realized how challenging

it might be if I had to deal with federal and provincial health services. Clear guidance and

seamless transitions between these levels would be crucial for a smooth experience.

JURISDICTIONAL GAP 

Potential difficulties in navigating between federal and provincial health services 

JURISDICTIONS INVOLVED

federal,provincial

HANDOFF DETAILS

Potential need for better integration and communication between federal and provincial

health services

USER QUOTES

I can only imagine how complicated it would be if I had to coordinate between federal

and provincial services. Clear communication is key. 



Efficient Triage Experience

Success Impact: 4/5 Simulation

NARRATIVE

When I arrived at the hospital, I was impressed by how efficiently the triage process was

managed. The staff were quick to assess my condition and prioritized my treatment

appropriately. I felt reassured knowing I was in good hands.

KEY SUCCESS FACTOR 

None - this was a positive experience 

USER QUOTES

The triage team was professional and made me feel safe. 

Reducing Wait Times for Emergency Services

Opportunity Impact: 5/5 Simulation

NARRATIVE

Throughout my emergency room journey, the long wait times were a significant issue.

Whether it was at the emergency medical services, ambulance services, or even during

the post-discharge follow-up, delays were frequent and frustrating.

OPPORTUNITY AREA 

Long wait times across multiple stages 

USER QUOTES

I spent too much time waiting at each step, which added to my stress. 



Improving Post-Discharge Communication

Opportunity Impact: 3/5 Simulation

NARRATIVE

After being discharged, I called to clarify some aspects of my follow-up care.

Unfortunately, the wait time was long, and the phone service was not as responsive as I

had hoped.

OPPORTUNITY AREA 

Delayed response when calling for post-discharge information 

USER QUOTES

I wish the follow-up call process was faster, especially when you’re dealing with

recovery. 

Tech-Savvy Solutions for Hospital Wait Times

Opportunity Impact: 4/5 Simulation

NARRATIVE

As a software developer, I see the potential for digital solutions to reduce wait times in

hospitals. Implementing an online check-in or queuing system could significantly enhance

the experience for tech-savvy users like me.

OPPORTUNITY AREA 

Leveraging technology to streamline hospital processes 

USER QUOTES

An app for managing wait times would have made my visit much smoother. 



Efficient Triage Process

Success Impact: 4/5 Simulation

NARRATIVE

Upon arriving at the hospital, I was quite anxious about the process and the potential wait

times. However, the triage staff were efficient and professional. They quickly assessed my

condition and prioritized my treatment effectively. I felt relieved to be in competent hands

and appreciated the clarity of communication throughout the process.

KEY SUCCESS FACTOR 

Efficient and clear communication during triage 

USER QUOTES

The triage staff were really professional and helped me feel at ease during a stressful

time. 

Long Wait Times at Emergency Services

Pain Point Impact: 5/5 Simulation

NARRATIVE

When I identified my symptoms and decided to visit the emergency room, I was surprised

by how long I had to wait just to be seen. The line at the Emergency Medical Services

office was particularly frustrating and added unnecessary stress to an already worrying

situation.

PRIMARY PAIN POINT 

Long wait times at Emergency Medical Services office 

USER QUOTES

I felt anxious and frustrated with the long wait times. It made an emergency situation

even more stressful. 



Improving Post-Discharge Communication

Opportunity Impact: 3/5 Simulation

NARRATIVE

After my treatment, I needed to contact the hospital for follow-up care instructions. The

call wait times were unexpectedly long, which was frustrating when I needed timely

information about my health. Improving this aspect could significantly enhance the

overall patient experience.

OPPORTUNITY AREA 

Long wait times when calling about Post-Discharge Services 

USER QUOTES

It was frustrating to wait so long on the phone when I just needed some quick follow-up

information. 

Streamlining Ambulance Service Coordination

Opportunity Impact: 4/5 Simulation

NARRATIVE

When deciding whether to drive myself or call for an ambulance, I faced uncertainty

about the coordination and efficiency of ambulance services. Simplifying this decision-

making process and ensuring rapid response could improve the experience significantly.

OPPORTUNITY AREA 

Uncertainty and wait times for ambulance services 

USER QUOTES

I wasn't sure if calling an ambulance would be quicker or if I should drive myself. It

added to the stress of the situation. 



Efficient Emergency Room Consultation

Success Impact: 5/5 Simulation

NARRATIVE

I was really anxious about needing emergency medical treatment, but once I got past the

initial waiting time, the consultation with the doctors and nurses was seamless. They

quickly understood my symptoms, performed the necessary tests, and provided a

treatment plan that was clear and effective. It was reassuring to see such a well-

coordinated team working efficiently.

KEY SUCCESS FACTOR 

None during the consultation phase 

USER QUOTES

The doctors and nurses were fantastic and made me feel at ease during a stressful

time. 

Streamlining the Waiting Process

Opportunity Impact: 4/5 Simulation

NARRATIVE

The most challenging part of my emergency room visit was the long wait times at each

stage, from EMS to discharge. It seemed like every step involved waiting in line, which

added to my stress and discomfort. I wish there were a more efficient system in place to

handle these queues, perhaps through a digital check-in or priority system for cases that

aren't life-threatening but still urgent.

OPPORTUNITY AREA 

Long wait times at every stage 

USER QUOTES

It felt like I was spending more time waiting than actually receiving care. There has to

be a better way. 



Navigating Post-Discharge Follow-Up

Opportunity Impact: 3/5 Simulation

NARRATIVE

After being discharged, I needed to follow up with some specialists. However, the process

of arranging these appointments was cumbersome, especially since the instructions

weren't entirely clear. Additionally, I faced long wait times when calling for post-discharge

services. A centralized digital platform to manage and schedule follow-up care might help

streamline this process.

OPPORTUNITY AREA 

Difficulty in arranging post-discharge follow-up care 

USER QUOTES

It was frustrating trying to figure out the next steps on my own. A more guided

approach would have been helpful. 

Unified Health Information Access

Opportunity Impact: 3/5 Simulation

NARRATIVE

During my emergency room visit, I had to repeatedly provide my identification and health

insurance information at different stages. It would be more efficient if there were a unified

system for sharing this information across services. Perhaps a digital health ID could

facilitate seamless transitions and reduce redundancy in the process.

OPPORTUNITY AREA 

Redundant information requests at various stages 

USER QUOTES

I felt like a broken record, repeating the same information over and over. Why isn't it all

connected? 



Smooth Triage Experience despite Long Wait Times

Success Impact: 3/5 Simulation

NARRATIVE

Despite the long wait at the Hospital Triage Services, the triage process was smooth and

efficient once I was seen. The medical staff was attentive and quick to assess my

condition, which reassured me that I was in good hands.

KEY SUCCESS FACTOR 

Long wait times 

USER QUOTES

Once I got through the wait, the staff was fantastic and quick to help. 

Opportunity for Online Check-ins

Opportunity Impact: 4/5 Simulation

NARRATIVE

The wait times at each stage of my emergency room visit were quite long. I couldn't help

but think how much time could be saved if there was an online check-in system to

streamline the process, allowing patients to fill out basic information before arriving.

OPPORTUNITY AREA 

Inefficiency due to lack of pre-arrival digital options 

USER QUOTES

An online check-in would have saved me a lot of hassle and waiting time. 



Barrier-Free Access to Emergency Services

Accessibility Impact: 2/5 Simulation

NARRATIVE

As a tech-savvy individual, I appreciated that the hospital's website had detailed

information about their emergency services. However, for those with limited internet

access or digital literacy, accessing this information could be a challenge. Ensuring that

all patients, regardless of their access to technology, can easily understand the

emergency process would be beneficial.

ACCESSIBILITY CONSIDERATION 

Limited accessibility for those without internet access 

USER QUOTES

Not everyone has the same access to technology; there should be alternative ways to

get this information. 



Navigating Between Federal and Provincial Health Insurance

Jurisdictional Impact: 2/5 Cross-Jurisdictional Simulation

NARRATIVE

Although this journey did not involve cross-jurisdictional issues, I was mindful of potential

challenges in situations where federal and provincial health systems overlap, such as

when accessing healthcare services while traveling out of province.

JURISDICTIONAL GAP 

Potential confusion in healthcare coverage out of province 

JURISDICTIONS INVOLVED

federal,ontario

HANDOFF DETAILS

Potential need to clarify coverage between federal and provincial systems for out-of-

province care

USER QUOTES

It's crucial to understand how my provincial health insurance works if I need

emergency care while traveling out of province. 

Journey Steps

1 Emergency Medical Services

Department: Health Department

Identify symptoms or situations that warrant a visit to the emergency room, such as

severe pain, difficulty breathing, or sudden injury.

2 Ambulance Services

Department: Provincial Health Services

Travel to the nearest hospital emergency room, either by personal transport or

ambulance, depending on the urgency of the situation.
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3 Hospital Triage Services

Department: Provincial Health Authority

Upon arrival, undergo a triage process where medical staff assess the severity of the

condition and prioritize treatment. Provide identification and health insurance information

for registration.

4 Emergency Room Services

Department: Hospital

Consult with doctors and nurses, undergo necessary medical tests, and receive treatment

based on the diagnosis.

5 Post-Discharge Services

Department: Hospital

Receive discharge instructions and any necessary prescriptions or referrals for follow-up

care. Understand post-treatment care requirements and schedule further appointments if

needed.
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