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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

Carlos Martinez

Age: Unknown  |  Occupation: Unknown  |  Location: Unknown 

Carlos is a 45-year-old software developer who immigrated to Canada from

Colombia three years ago. He lives in Vancouver, BC with his wife and two

children. Carlos speaks fluent Spanish and English, and is beginning to learn

French. He has a high level of digital literacy due to his profession and

regularly uses digital government services. Carlos is navigating the Canadian

permanent residency process through the Express Entry system while working

on a work permit. He's concerned about ensuring his professional credentials

from Colombia are recognized in Canada and accessing healthcare benefits for

his family through the BC Medical Services Plan. Carlos is actively involved in

his local Colombian-Canadian community group and often helps other

newcomers understand government services.



User Stories

Efficient Triage Process

Success Impact: 4/5 Simulation

NARRATIVE

When I arrived at the hospital, I was anxious about the wait times. However, I was

pleasantly surprised by how efficiently the triage process was handled. The medical staff

quickly assessed my condition, and I was given a clear understanding of the next steps. It

made the entire experience less stressful, knowing that I was in capable hands.

KEY SUCCESS FACTOR 

None, this was a success story. 

USER QUOTES

The triage was swift and informative, which put me at ease. 

Extended Wait Times in Emergency Services

Pain Point Impact: 5/5 Simulation

NARRATIVE

During my emergency room visit, the wait times were significantly longer than expected

at each stage—from the initial emergency services to the triage, and finally, in the

emergency room. This made an already stressful situation even more challenging for my

family and me.

PRIMARY PAIN POINT 

Prolonged wait times at various stages of emergency care. 

USER QUOTES

Waiting for hours in an emergency situation is nerve-wracking. I hope this can be

improved. 



Potential for Streamlined Post-Discharge Communication

Opportunity Impact: 3/5 Simulation

NARRATIVE

After my treatment, I found it difficult to get through to post-discharge services over the

phone. It took multiple attempts before I managed to speak with someone, which delayed

scheduling follow-up appointments. A more efficient communication system could greatly

enhance patient experience.

OPPORTUNITY AREA 

Difficulty accessing post-discharge services via phone. 

USER QUOTES

It shouldn't be this hard to get the follow-up information I need. A better system is

needed. 

Language Support in Emergency Settings

Accessibility Impact: 4/5 Simulation

NARRATIVE

As a non-native English speaker, having access to information in Spanish during my

emergency room visit would have been beneficial. Although I am fluent in English,

receiving instructions in my native language would provide additional reassurance and

clarity, especially in stressful situations.

ACCESSIBILITY CONSIDERATION 

Lack of language support for non-native English speakers. 

USER QUOTES

Having medical instructions in Spanish would have made me feel more secure and

informed. 



Smooth Emergency Room Admission

Success Impact: 5/5 Simulation

NARRATIVE

When my son had a high fever and severe stomach pains, we rushed to the nearest

hospital. Despite the anxiety of the situation, the hospital's emergency room process was

straightforward. The triage staff were efficient and quickly assessed my son's condition.

We were relieved by the clear communication and prompt action, which reassured us

during a stressful time. The staff explained each step in English and also provided Spanish

materials, which was incredibly helpful for my wife.

KEY SUCCESS FACTOR 

Efficient triage process and bilingual support 

USER QUOTES

The hospital staff were quick and provided information in Spanish, which helped us

understand the situation better. 

Improving Wait Times in Emergency Services

Opportunity Impact: 4/5 Simulation

NARRATIVE

During my recent visit to the emergency room, I noticed long wait times at every step:

from the initial emergency medical services, ambulance dispatch, to the triage and

treatment phases. While the staff were professional, the waiting was frustrating,

especially since we were dealing with a serious health issue. Streamlining these processes

could significantly reduce stress and improve overall patient experience.

OPPORTUNITY AREA 

Long wait times at every stage of emergency care 

USER QUOTES

Waiting for so long at each service point was exhausting, especially when you're

worried about a loved one's health. 



Navigating Multilingual Support in Healthcare

Accessibility Impact: 3/5 Simulation

NARRATIVE

As a newcomer, accessing healthcare services in Canada can be daunting, especially

when language barriers come into play. Although I'm fluent in English, my wife prefers

information in Spanish. During our emergency room visit, having access to Spanish-

language support materials made a significant difference. It ensured my wife fully

understood the medical advice and follow-up care instructions, reducing our anxiety.

ACCESSIBILITY CONSIDERATION 

Need for multilingual support in healthcare settings 

USER QUOTES

Having Spanish support materials during our hospital visit was a relief and helped us

feel more confident about the care process. 



Clarifying Health Insurance Coverage Across Provinces

Jurisdictional Impact: 2/5 Cross-Jurisdictional Simulation

NARRATIVE

Moving from one province to another can be complex, especially when it comes to

understanding healthcare coverage. Although this visit was within British Columbia, I'm

aware that when we travel or move, knowing how our provincial health plan interfaces

with federal services is crucial. Ensuring clear guidelines on how provincial health plans

work with federal systems, especially for newcomers like me, is important to avoid any

unexpected bills or coverage issues.

JURISDICTIONAL GAP 

Understanding cross-provincial and federal health coverage 

JURISDICTIONS INVOLVED

federal,british_columbia

HANDOFF DETAILS

Need for clear communication and guidelines between provincial health plans and federal

healthcare policies.

USER QUOTES

I want to be sure that wherever I am in Canada, my family has the healthcare coverage

we need without surprises. 



Seamless Emergency Room Visit

Success Impact: 5/5 Simulation

NARRATIVE

When my son injured himself and needed immediate medical attention, I was initially

anxious about the process. However, upon arriving at the hospital's emergency room, the

staff quickly assessed the situation and prioritized his treatment. This efficiency and care

made a stressful situation more manageable. The medical professionals were attentive

and ensured we understood the treatment and follow-up care required.

KEY SUCCESS FACTOR 

None, it was a smooth experience. 

USER QUOTES

The hospital staff were incredibly efficient and compassionate, making a stressful time

more bearable. 

Long Wait Times at Emergency Services

Pain Point Impact: 4/5 Simulation

NARRATIVE

During a health scare, I had to wait for a significant amount of time at every stage of

accessing emergency medical services, from the initial check-in to triage and treatment.

This wait was frustrating, especially in an emergency where time feels crucial. The

process could be improved by addressing these bottlenecks to enhance patient

experience.

PRIMARY PAIN POINT 

Extended wait times during an emergency medical situation. 

USER QUOTES

In an emergency, every minute feels like an hour. Improving wait times would greatly

ease the stress of these situations. 



Improving Post-Discharge Communication

Opportunity Impact: 3/5 Simulation

NARRATIVE

After my son's treatment, I needed to follow up on his post-discharge care. However,

reaching the hospital by phone was challenging due to long wait times. This experience

highlighted the need for better communication channels or systems for managing follow-

up care efficiently.

OPPORTUNITY AREA 

Difficulty reaching post-discharge services due to long wait times on phone. 

USER QUOTES

It took forever to get through to someone for post-care instructions. There must be a

more efficient way to handle this. 

Language Accessibility in Healthcare

Accessibility Impact: 4/5 Simulation

NARRATIVE

Navigating the emergency room was challenging due to the lack of resources in Spanish.

While I am fluent in English, having medical information and instructions in my native

language would have been reassuring and helpful, especially in a stressful situation.

ACCESSIBILITY CONSIDERATION 

Lack of Spanish language resources in the emergency room. 

USER QUOTES

Having medical information in Spanish would make the process much less stressful for

newcomers who are not yet comfortable with English. 



Efficient Triage Process

Success Impact: 4/5 Simulation

NARRATIVE

When I arrived at the hospital's emergency room, I was impressed by how the triage

process was handled. Despite the initial wait, once I was in the triage area, the staff were

efficient and communicated clearly. They assessed my condition quickly and ensured I

understood the next steps. This efficiency made me feel reassured that I was in good

hands.

KEY SUCCESS FACTOR 

Efficient triage process 

USER QUOTES

The triage staff were very professional and made the process smooth. I felt like I was a

priority. 

Streamlining Emergency Wait Times

Opportunity Impact: 5/5 Simulation

NARRATIVE

During my emergency room visit, the most frustrating aspect was the long wait times at

each step of the process. From the moment I needed emergency services to receiving

post-discharge instructions, each phase involved significant delays. Reducing these wait

times would greatly enhance the patient experience, especially in critical situations.

OPPORTUNITY AREA 

Long wait times across emergency services 

USER QUOTES

It's stressful enough dealing with an emergency, but waiting so long at each stage was

overwhelming. 



Bilingual Support in Emergency Situations

Accessibility Impact: 3/5 Simulation

NARRATIVE

Although I am fluent in English, having access to Spanish resources during my emergency

room visit would have been comforting. In a high-stress situation, understanding medical

terms in my first language would enhance my comprehension and reduce anxiety.

Implementing multilingual support in emergency services could significantly aid

newcomers like me.

ACCESSIBILITY CONSIDERATION 

Lack of multilingual support during emergency services 

USER QUOTES

In an emergency, I want to be sure I understand everything perfectly. Having Spanish

resources would have made a big difference. 



Navigating Healthcare Between Provinces

Jurisdictional Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

As an immigrant living in BC, I worry about accessing healthcare if I travel to other

provinces. Understanding how my BC Medical Services Plan works in other jurisdictions is

crucial. Clear guidelines on cross-provincial healthcare coverage would help alleviate

concerns and ensure seamless access to services.

JURISDICTIONAL GAP 

Uncertainty about healthcare coverage outside BC 

JURISDICTIONS INVOLVED

british_columbia,other_provinces

HANDOFF DETAILS

Clarifying coverage details when accessing healthcare services outside the home province

USER QUOTES

It's important to know how my healthcare plan works if I'm in another province. I need

to feel secure about access to services across Canada. 



A Seamless Emergency Room Experience

Success Impact: 5/5 Simulation

NARRATIVE

Arriving at the hospital in a stressful situation is never easy, but my experience at the

Vancouver General Hospital Emergency Room was surprisingly smooth. Despite the high

volume of patients, the staff was attentive, and I was quickly triaged based on the

severity of my condition. I appreciated how the medical team communicated with me in

clear English, ensuring I understood each step of my treatment.

KEY SUCCESS FACTOR 

None 

USER QUOTES

The hospital staff was efficient and communicated clearly, making me feel at ease

despite the emergency. 

The Waiting Game: Navigating Long Wait Times

Pain Point Impact: 4/5 Simulation

NARRATIVE

During my emergency room visit, I noticed that every step required waiting in line for

quite some time. From the Emergency Medical Services to the Hospital Triage, the wait

seemed endless. This added to the stress of an already tense situation, and at moments, I

felt unsure if I would be seen in time.

PRIMARY PAIN POINT 

Long wait times at multiple points in the emergency room journey 

USER QUOTES

It felt like I spent more time waiting than getting the care I needed. 



Improving Emergency Services for Newcomers

Opportunity Impact: 3/5 Simulation

NARRATIVE

While I managed to navigate the emergency room process, I realized that clearer signage

and guidance in multiple languages, especially Spanish, would have benefitted many

newcomers like myself. Simplified navigation and multilingual support could make the

experience less overwhelming and more accessible.

OPPORTUNITY AREA 

Lack of multilingual support and complex navigation in emergency services 

USER QUOTES

If there were instructions in Spanish, it would be much easier for newcomers who aren't

fluent in English. 



Navigating Healthcare Coverage Across Provinces

Jurisdictional Impact: 3/5 Cross-Jurisdictional Simulation

NARRATIVE

As a newcomer who recently moved to British Columbia, understanding the provincial

healthcare coverage was initially challenging. While federal guidelines provided a

baseline, the specifics of the BC Medical Services Plan required additional research. It

would be beneficial if there were clearer coordination and communication between

federal and provincial systems to streamline this understanding.

JURISDICTIONAL GAP 

Understanding provincial healthcare coverage requirements after federal guidelines 

JURISDICTIONS INVOLVED

federal,british_columbia

HANDOFF DETAILS

The transition from federal healthcare guidelines to provincial specifics was unclear and

required additional effort to understand.

USER QUOTES

I wish the transition between federal and provincial healthcare information was more

seamless. 



Efficient Triage Process

Success Impact: 4/5 Simulation

NARRATIVE

Arriving at the hospital, I was apprehensive about the long wait times I had heard about.

However, the triage process was efficient. The medical staff quickly assessed my

condition, and I was given clear instructions on the next steps. This alleviated a lot of my

anxiety and allowed me to focus on my recovery.

KEY SUCCESS FACTOR 

Efficient triage process 

USER QUOTES

It was a relief to see how quickly they managed to prioritize my case. It felt like they

understood the urgency. 

Navigating Language Barriers in Emergency Care

Accessibility Impact: 5/5 Simulation

NARRATIVE

During our visit to the emergency room, I realized the importance of having medical staff

who could communicate in both English and Spanish. Although I am fluent in English, in

stressful situations, I find it easier to understand complex information in my native

language.

ACCESSIBILITY CONSIDERATION 

Language support during medical emergencies 

USER QUOTES

I wish there had been someone who could speak Spanish to explain the treatment plan.

It would have made a huge difference. 



Reducing Wait Times for Emergency Services

Pain Point Impact: 5/5 Simulation

NARRATIVE

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

stage, from the initial assessment to receiving treatment. This made an already stressful

situation more challenging and caused significant delays in care.

PRIMARY PAIN POINT 

Long wait times at emergency services 

USER QUOTES

Waiting for hours when you're in pain feels like an eternity. It just adds unnecessary

stress to an already difficult situation. 

Improving Post-Discharge Communication

Opportunity Impact: 4/5 Simulation

NARRATIVE

After being discharged, I needed to clarify the follow-up care instructions. However,

reaching someone over the phone was time-consuming due to long wait times. An online

portal with clear instructions and the ability to schedule follow-up appointments would be

beneficial.

OPPORTUNITY AREA 

Long wait times for post-discharge information 

USER QUOTES

I spent almost an hour trying to get through on the phone. There has to be a more

efficient way to get this information. 



Streamlined Emergency Room Visit

Success Impact: 4/5 Simulation

NARRATIVE

During our recent emergency room visit, I was impressed by how efficiently the hospital

staff managed the triage process. Despite the initial wait, once we were assessed, the

process moved swiftly, and the medical team was attentive and professional. This

experience made me feel confident in the healthcare system's capability to handle

emergencies.

KEY SUCCESS FACTOR 

Efficient management post-triage 

USER QUOTES

Once we got past the initial wait, everything was so smooth and professional. It really

put my mind at ease. 

Reducing Wait Times in Emergency Services

Opportunity Impact: 5/5 Simulation

NARRATIVE

Every step of our emergency room visit involved significant waiting, from the ambulance

service to the hospital triage. Although I understand emergencies can be unpredictable, I

believe there is room for improvement in managing these wait times, perhaps through

better resource allocation or technology solutions to streamline check-ins and triage.

OPPORTUNITY AREA 

Long wait times across all services 

USER QUOTES

It was frustrating to wait at every step. It felt like there should be a more efficient way

to handle this. 



Access to Multilingual Resources

Accessibility Impact: 3/5 Simulation

NARRATIVE

While navigating the emergency room process, having access to information in both

English and Spanish would have been beneficial, especially for understanding complex

procedures or medical jargon. Although I am comfortable in English, having resources in

Spanish would ensure that I fully grasp all aspects of the care being provided.

ACCESSIBILITY CONSIDERATION 

Limited multilingual resources 

USER QUOTES

Even though I speak English well, having Spanish resources would have made me feel

more secure and informed. 

Navigating Post-Discharge Care

Opportunity Impact: 4/5 Simulation

NARRATIVE

After being discharged from the emergency room, I had some difficulty understanding the

follow-up care instructions. It was challenging to decipher what needed to be done next

without clear and concise guidance. Improved clarity in discharge instructions could help

prevent confusion and ensure better recovery at home.

OPPORTUNITY AREA 

Lack of clear post-discharge instructions 

USER QUOTES

I left the hospital unsure of what steps to take next—it would be great to have clearer

instructions. 



Journey Steps

Generated by Journey Labs - User Story Extractor

For more information about this report, please contact the Journey Labs Research Team. 

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.

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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