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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

Jordan Lee
Age: Unknown | Occupation: Unknown | Location: Unknown

Jordan Lee is a 22-year-old recent graduate who has just entered the
workforce. With a degree in social sciences, Jordan is passionate about
community engagement and is eager to utilize government services to stay
informed and involved in local initiatives. Although comfortable with basic
tasks on a smartphone and computer, Jordan often struggles with more
complex digital processes or troubleshooting technical issues. This sometimes
leads to frustration when navigating websites or applications that aren't
intuitive or straightforward.




User Stories

A Smooth Emergency Room Visit

Success Impact: 5/5 Simulation

NARRATIVE

| recently had to visit the emergency room and was pleasantly surprised by how smoothly
everything went. From the moment | arrived, the staff were attentive and efficient. The
triage nurse quickly assessed my condition, and | was seen by a doctor shortly after. They
explained everything clearly, ensuring | understood my treatment plan. This experience
left me feeling very grateful for the healthcare services available.

KEY SUCCESS FACTOR

Positive and efficient service

USER QUOTES

| felt like | was in good hands the entire time. It was reassuring to know that the staff
were so competent and caring.

Improving Wait Times in Emergency Services

Opportunity Impact: 4/5 Simulation

NARRATIVE

During my last visit to the emergency room, | noticed that the wait times were quite
lengthy at each step. From waiting to be seen by a triage nurse to finally consulting with a
doctor, the process felt drawn out. | understand emergency services can be busy, but |
couldn't help feeling anxious and uncomfortable while waiting.

OPPORTUNITY AREA

Extended wait times at various stages

USER QUOTES

| wish there was a way to streamline the process so that people like me don't have to
wait so long, especially when we're already feeling unwell.



Navigating Post-Discharge Instructions

Pain Point Impact: 3/5 Simulation

NARRATIVE

After being discharged from the emergency room, | was given instructions for follow-up
care. However, when | tried calling for more information, | encountered long wait times on
the phone. This added stress to an already overwhelming situation, making it difficult to
get the support | needed.

PRIMARY PAIN POINT

Long wait times for post-discharge inquiries

USER QUOTES

It was frustrating to be put on hold for so long. | just wanted to clarify my follow-up
instructions and make sure | was doing everything right.

Accessibility Challenges in Emergency Room Information

Accessibility Impact: 4/5 Simulation

NARRATIVE

I rely heavily on my smartphone to access information, and during my emergency room

visit, | found it challenging to find easily accessible information online about the process.
The hospital's website was not very mobile-friendly, and | struggled to navigate it to find
what | needed.

ACCESSIBILITY CONSIDERATION
Difficulty accessing information on mobile devices

USER QUOTES

| wish the hospital's website was easier to use on my phone. It's already a stressful
time, and | needed clear information fast.



Navigating Triage with Ease

Success Impact: 4/5 Simulation

NARRATIVE

When | arrived at the hospital, | was pleasantly surprised at how streamlined the triage
process was. The staff was efficient and friendly, which made me feel at ease despite my
anxiety. | provided my ID and health information without any hassle, and the medical staff
prioritized my treatment quickly.

KEY SUCCESS FACTOR

Efficient triage process

USER QUOTES

| was really impressed by how smoothly the triage process went. It made a stressful
situation much more manageable.

Improving Wait Times for Emergency Services

Opportunity Impact: 5/5 Simulation

NARRATIVE

| experienced significant delays at multiple stages of my emergency room visit. From the
initial recognition of symptoms to receiving treatment, each step involved long waiting
periods that added to my stress. | think it would be beneficial if there were more
resources or staff to manage the flow of patients more efficiently.

OPPORTUNITY AREA

Long wait times at various stages

USER QUOTES

Waiting for nearly an hour at each step was frustrating, especially when you're already
anxious about your health.



Accessing Post-Discharge Support

Accessibility Impact: 3/5 Simulation

NARRATIVE

After being discharged, | found it challenging to get the necessary follow-up care
information. The long wait times on the phone were frustrating, and | wished there was a
more efficient way to access post-discharge instructions and referrals.

ACCESSIBILITY CONSIDERATION

Long wait times for post-discharge support

USER QUOTES

It was difficult trying to get through to someone for my post-care information. Having
an online portal would be really helpful.

Simplifying Emergency Medical Services

Opportunity Impact: 3/5 Simulation

NARRATIVE

When | first realized | needed emergency care, identifying the right symptoms and
situations was tricky. Having a clear digital guide or app that helps in recognizing when to
visit the ER would be incredibly useful, especially for someone like me who prefers mobile
solutions.

OPPORTUNITY AREA

Difficulty identifying when to seek emergency care

USER QUOTES

| wish there was an app that could help me figure out when it's necessary to go to the
ER. It would make decisions in stressful times easier.



A Smooth Triage Experience

Success Impact: 5/5 Simulation

NARRATIVE

| was really worried about how things would go once | got to the hospital. To my surprise,
the triage process was smooth and the staff were very attentive. They quickly assessed
my condition and provided clear instructions on what to expect next. This made me feel
more at ease during such a stressful time.

KEY SUCCESS FACTOR

Efficient and supportive triage process

USER QUOTES

| felt really cared for and informed by the hospital staff during the triage.

Simplifying Post-Discharge Instructions

Opportunity Impact: 4/5 Simulation

NARRATIVE

After being discharged, | found it challenging to understand the follow-up care
instructions. The pamphlet | was given had a lot of medical jargon, and | struggled to
know what exactly | needed to do. An online video or a simple digital guide would really
help clarify these instructions.

OPPORTUNITY AREA

Difficulty understanding post-discharge instructions

USER QUOTES

| wish there was a simple app or guide to explain what | need to do after leaving the
hospital.



Long Waits in the Emergency Room

Pain Point Impact: 3/5 Simulation

NARRATIVE

When | arrived at the emergency room, | was anxious and in pain. Unfortunately, | had to
wait a long time before being seen. It was frustrating not knowing how long | would need
to wait and what was happening during the process.

PRIMARY PAIN POINT

Extended waiting times at the emergency room

USER QUOTES

| wish there was a way to see estimated wait times or understand why the wait is so
long.

Access to Emergency Information via Mobile

Accessibility Impact: 4/5 Simulation

NARRATIVE

Navigating through the hospital's emergency information on my smartphone was tricky.
The website wasn't very mobile-friendly, and | struggled to find the information | needed
quickly. An app or a mobile-optimized site would be a huge help in emergency situations.

ACCESSIBILITY CONSIDERATION
Lack of mobile-friendly access to emergency information

USER QUOTES

It would be great to have an app that clearly shows all the emergency procedures and
contact info.



A Smooth Discharge Experience

Success Impact: 5/5 Simulation

NARRATIVE

After receiving treatment in the emergency room, | was relieved to find that the discharge
process was surprisingly straightforward. The nurse clearly explained the post-treatment
instructions and even helped me schedule a follow-up appointment. This seamless service
made me feel supported and well-informed about my next steps.

KEY SUCCESS FACTOR

Efficient discharge process

USER QUOTES

| appreciated how clear and efficient the discharge process was. It made me feel
confident about my recovery steps.

Long Waiting Times at Every Step

Pain Point Impact: 4/5 Simulation

NARRATIVE

Every step of my emergency room visit involved long waiting times, from the initial
emergency medical services to the post-discharge inquiries. These delays were
frustrating and added stress to an already tense situation. It felt like time was moving
slower than ever, which increased my anxiety.

PRIMARY PAIN POINT

Prolonged waiting times

USER QUOTES

I wish the waiting times were shorter. It was tough to stay calm while waiting for so
long at each step.



Improving Wait Times Through Digital Solutions

Opportunity Impact: 3/5 Simulation

NARRATIVE

Considering the waiting times | experienced at various service points, there's a clear
opportunity for improvement. Implementing a digital check-in system or an app to
manage appointments and updates could significantly reduce these delays and improve
patient satisfaction.

OPPORTUNITY AREA
Need for digital solutions to manage wait times

USER QUOTES

It would be amazing if there was an app to track my position in line or schedule
appointments more efficiently.



Navigating Health Services Across Provinces

Jurisdictional Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

While this particular journey was within one jurisdiction, | have friends who have faced
challenges when moving between provinces. They often experience difficulties with
transferring their health records and understanding the differences in healthcare
coverage between federal and provincial services.

JURISDICTIONAL GAP

Challenges in transferring health services across provinces

JURISDICTIONS INVOLVED

federal,ontario

HANDOFF DETAILS

Transfers of health records and coverage coordination between provincial services.

USER QUOTES

I've heard from friends how complicated it can be to navigate health services when
moving to a different province.



Streamlined Triage Process

Success Impact: 4/5 Simulation

NARRATIVE

When | arrived at the hospital, | was anxious about the wait times | might face. However,
the triage process was surprisingly efficient. The staff quickly assessed my condition and
prioritized my treatment without unnecessary delays.

KEY SUCCESS FACTOR

Efficient triage process

USER QUOTES

| was pleasantly surprised by how quickly | was seen by the triage nurse. It made me
feel like my health concerns were being taken seriously.

Improving Post-Discharge Communication

Opportunity Impact: 3/5 Simulation

NARRATIVE

After my treatment, | was discharged with some instructions. However, when | tried to call
for clarification on my post-discharge care, | faced long wait times.

OPPORTUNITY AREA
Long wait times for post-discharge communication

USER QUOTES

It was frustrating to wait so long on the phone when | needed quick answers about my
post-treatment care.



Navigating Emergency Services as a New Graduate

Accessibility Impact: 5/5 Simulation

NARRATIVE

As a recent graduate, | found the emergency services daunting to navigate. The lack of
clear, mobile-friendly resources made it challenging to understand the process.

ACCESSIBILITY CONSIDERATION
Complexity of accessing emergency services information

USER QUOTES

| wish there were more intuitive resources available on my phone to guide me through
the emergency room process.



Jurisdictional Clarity Needed for Emergency Services

Jurisdictional Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

Throughout the process, | wasn't sure which jurisdiction was responsible for each step of
my emergency room visit. This lack of clarity made it difficult to know whom to contact or
where to find information.

JURISDICTIONAL GAP

Unclear jurisdictional responsibilities

JURISDICTIONS INVOLVED

federal,provincial

HANDOFF DETAILS

The emergency services process could benefit from clearer communication about which
level of government handles each aspect of care.

USER QUOTES

It was confusing not knowing whether the federal or provincial government managed
certain aspects of my care.



Smooth Hospital Triage Process

Success Impact: 2/5 Simulation

NARRATIVE

When | arrived at the hospital, | was worried about how long it might take to be seen.
However, the triage process was surprisingly efficient. The medical staff were attentive
and quickly assessed my condition. They explained everything clearly, which helped calm
my nerves.

KEY SUCCESS FACTOR

Efficient triage process

USER QUOTES

The triage staff were so efficient and clear in explaining the process. | felt like | was in
good hands.

Enhancing Post-Discharge Communication

Opportunity Impact: 4/5 Simulation

NARRATIVE

After my treatment, | needed to call the hospital for some follow-up questions. The wait
time was frustratingly long, and | wasn't always sure if | was speaking to the right
department. A dedicated post-discharge hotline could really help streamline this process.

OPPORTUNITY AREA
Long wait times for post-discharge inquiries

USER QUOTES

It was frustrating to wait on hold forever when | just needed some quick answers about
my recovery.



Mobile-Friendly Health Information Access

Accessibility Impact: 3/5 Simulation

NARRATIVE

I rely on my smartphone to access most services, but | found it challenging to find clear
information on the hospital's website. A more mobile-friendly platform would make it
easier for people like me to access important health information without the hassle.

ACCESSIBILITY CONSIDERATION
Difficulty accessing information on mobile devices

USER QUOTES

I wish the hospital's website was easier to navigate on my phone. It's hard to find what
I need quickly.



Clarifying Jurisdictional Roles in Emergency Services

Jurisdictional Impact: 3/5 Cross-Jurisdictional Simulation

NARRATIVE

During my emergency room visit, | wasn't quite sure which services were provincial and
which might be federal. This was confusing when trying to understand who to contact for
issues or feedback. Clearer guidance on jurisdictional roles could really help.

JURISDICTIONAL GAP

Unclear jurisdictional roles

JURISDICTIONS INVOLVED

federal,provincial

HANDOFF DETAILS

Unclear guidance on which services fall under federal versus provincial responsibility
during emergency care.

USER QUOTES

| couldn't tell whether the ambulance services were a provincial or federal
responsibility. It made it hard to know where to direct my questions.



Smooth Triage Process in the Emergency Room

Success Impact: 5/5 Simulation

NARRATIVE

Despite the initial wait, once | reached the triage nurse at the emergency room, the
process was efficient. The medical staff was attentive and prioritized my care based on
the urgency of my symptoms. They explained the steps clearly, which helped alleviate my
anxiety.

KEY SUCCESS FACTOR

Efficient and attentive care during triage

USER QUOTES

The triage nurse was very professional and made me feel like | was in good hands.

Long Waits at Every Step

Pain Point Impact: 4/5 Simulation

NARRATIVE

| was taken aback by the long waits at every step of the emergency medical service. From
identifying the need for emergency care to finally receiving treatment, each stage
involved significant waiting times, which added to my stress and discomfort.

PRIMARY PAIN POINT

Extended wait times at all service points

USER QUOTES

It felt like | was just waiting endlessly. Each office seemed to have a line that never
moved.



Enhancing Post-Discharge Communication

Opportunity Impact: 3/5 Simulation

NARRATIVE

After being discharged, | wanted to clarify some of the care instructions provided.
However, calling the post-discharge services was frustrating due to long wait times. A
more streamlined communication system or a digital platform for follow-up queries could
improve this experience.

OPPORTUNITY AREA

Difficulty in reaching post-discharge services

USER QUOTES

It would be great if there was a way to ask follow-up questions online rather than
waiting on the phone.

Need for Mobile-Friendly Service Information

Accessibility Impact: 3/5 Simulation

NARRATIVE

Accessing information about the emergency room process on my phone was challenging.
The website wasn't optimized for mobile, making it difficult to navigate and find the
information | needed quickly.

ACCESSIBILITY CONSIDERATION

Lack of mobile-friendly resources for emergency room information

USER QUOTES

I rely on my phone for everything, so it was frustrating that the website wasn't easy to
use on a small screen.



Journey Steps

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.

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.

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.

Emergency Room Services
Department: Hospital

Consult with doctors and nurses, undergo necessary medical tests, and receive treatment
based on the diagnosis.

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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