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BACKGROUND
Reasons to know our patients needs

I'\/ It's a “must” to ensure O Our Development plan, CLC
Patient Experience al CLC: 2020, establishes Patient
* Clinic Growth goals. Experience as one of our
* Not only Focus on strategic goals.

processes.
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7 50/ Of the project duration was taken by
0 research on the needs of the Patient
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Design Process

EXPLORATION

01. Objectives
02. Qualitative research

03. Quantitative research
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EXPLORATION CONCEPTUALISATION DESIGN PRIORIZATION

Main Objective

Diagnosis of the initial CLC patient experience and it”s differences with the desired experience
in the various points of contact between he/she and the Clinic.

Specific Objectives

1. To characterize qualitatively different 3. Identify the “moments of truth”
segments. Fully understand the drivers of + Gaps between the desired and the real experience, and
each segment in 3 levels: to know the elements that generate memorable
« Drivers vital for Life Cycle Stage moments.
+ Health Drivers Stage Lifecycle
« Drivers of patient experience 4. Create record of spaces regarding:
* How are they used?
2. Knowledge and description of the * How do they perceived them?
patient”s journeys in our clinic * Space Role
« Which are they? + Zoom in ease and make then more human.

* How are they accomplished?
» Contact points.
 Drivers.
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Qualitative Research: understanding patient”s needs and the emotions...

01. 02. 03.

JOURNEYS AND MINIGROUPS OBSERVATION SESIONS
MINI JOURNEYS
Accompaniment - Young Adults (25 a 45 years) with no Children In. ﬁLC a_llnd otherls Qlinics/hospitals
Post care Interviews ' Women (25 a 45 years) starting a Family " glttheflgriggf Sgigttlsc.)r;zrking
Observations Women (46 a 60 years) who have the Family cafeterias, insurance on site
Men (25 a 45 years) starting a Family branchs, bathrooms, access point,
Men (46 a 60 years) who have the Family halls, and reception and waiting

Mix of Seniors over 60 years areas.
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EXPLORATION CONCEPTUALISATION DESIGN PRIORIZATION

Quanlitative Research: the figures give us the priorization...

600

FACE TO FACE Men and women Objectives
INTERVIEWS AT between 25 and 75
PATIENTS HOMES years. - Reinforce the habits for the use of the

clinics and driver preferences.
STRUCTURE Residents from different

QUESTIONARY districts of Santiago, that have » Define the level of satisfaction in each
consulted the Clinics in the last Touch Point and identify valued attributes
six months. in the Patient Journey.

+ Define the impact of each attribute in the
global satisfaction.
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Design Process

CONCEPTUALISATION

TOOLS

01. Empathy Map

02. “Customer” Journey Map
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CONCEPTUALISATION

Em pathy Map She tries to complement and reconcile family and work and
in some cases she is thinking about returning to work.
The family group has to be well: she wants to be present
while her children are growing.
She wants to see her children adapted to school.

VIVIR MEJOR

Women (25 a 45 years)
Starting a Family

What does she
feel and think?

* Friends: remain a vital

network. / « Magazines, for
*  Whatsapp groups. ' A example Housing
What What .
. Wor_k networks. _ doesshe | =‘ does she and Decoration.
* Radios: ADN, Radio hear? ' | see?
Play. /. + Paula Magazine.
+ Children School \ . ’
Networks. o
What does she
say and do?
* Work.

» Enjoy spare time with family.
» Outdoor life and sports.
* Good and Balanced nutrition: with less junk food.
» Car pools.

© pains @ drivers @ opportunities
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=Customer Journey Map
MEDICAL APPOINTMENT

(+) Before

Previous Contact
Scheduling
Programming
Confirmation
Movement
Arrival and circulation
Travels within the
institution
Reception
The Counsult itself
Parking payment

&= Moment of truth
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=Customer Journey Map
MEDICAL APPOINTMENT

' After
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n Customer Journey Map
MEDICAL APPOINTMENT

Travels within the
institution
Reception

Medical Attention

Parking payment
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n Customer Journey Map
MEDICAL APPOINTMENT

l During

LATENT EMOTION
DRIVERS
PROBLEMS
IMPROVEMENTS

MAGIC MOMENTS?

OPPORTUNITIES
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The Pillars of Experience

. information
Patient care .
o
- E
at all time
“The patient should be .= t{’”_f
respected at all times, in a CE)Y respect for £
pleasant environment, cared your time 5

for a high quality, empathic
medical team, through swift
processes, with the team focused
on his/her health and quality of
life”

Medical
excellence
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01. Workshop
02. Criteria for Desing Experience
03. Journey Maps

04. Projects and initiatives
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EXPLORATION CONCEPTUALISATION DESIGN

Criteria for Design Experience

01

Developing a good patient
experience directly impacts

on the growth of the clinic
+ Satisfaction
+ Referals

04

Management experience seeks
to not only meet expectations
but also exceed them. Seeks to
surprise the patient and be
memorable.

02

Expands range from focusing
only on patients to focusing on
patients and the general
community. Working on: "the

before, during and after”.
+ Health Promotion
+ Online-offline

05

Together with the desired
experience we need to
incorporate “journey continuity”

as a key concept.

+ Manager experience in the waiting
areas.

+ Support to the surgical patient

03

Experience is always
systemic: It is the result of
interactions with multiple
contact points.

06

Managing the CLC experience so
that the patient is at the center
requires a total transformation of
the organization in which people
are key to sustaining it.



CLC

Clinica Las Condes
VIVIR MEJOR

DESIGN
Design Process

EXPLORATION CONCEPTUALISATION DESIGN PRIORIZATION

Journey Maps medical appointment: viewing the Patient Experience
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Journey Maps medical appointment: viewing the Patient Experience

- PREVIOUS CONTACT 'SCHEDULING CONFIRMATION ARRIVAL AND CIRCULATION RECEPTION AND PAYMENT WAITING MEDICAL ATTENTION CONSULT EXIT FOLLOW uP CONTROL
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Journey Maps medical appointment: viewing the Patient Experience

- PREVIOUS CONTACT 'SCHEDULING CONFIRMATION ARRIVAL AND CIRCULATION RECEPTION AND PAYMENT WAITING MEDICAL ATTENTION CONSULT EXIT FOLLOW uP CONTROL

' sopointment. ! : ! - - )
: ! / ! ! and answers any auestion | may have ) parking ! estione, conaulty sod doutts. |
ey’ heatthcare : ; ! ! A ee s o simple process | auestions, cons :
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Journey Maps medical appointment: viewing the Patient Experience

- PREVIOUS CONTACT SCHEDULING CONFIRMATION ARRIVAL AND CIRCULATION RECEPTION AND PAYMENT WAITING MEDICAL ATTENTION CONSULT EXIT FOLLOW UP CONTROL
seLevanT TIMELY INFORMATION / | TMELYINFORMATION / PAST PROCCESSES / eveaTY | TIMELY INFORMATION /FAST PROCEOURES / EHPATHY | FAST PROCEDURES / EMPATHY / conmTHERT T ATENTON s i Wity ! AGLITY IN PROCEDURES i ieALTH pROMOTION /

PILLARS HEALTH PROMOTION CONSTANT COMMUNICATION / EMPATHY CONSTANT COMMUNICATION | g e Y ENTWITH ATTENTIOF | MEDICAL QUALITY AND EXPERTISE / EMPATHY | | CONSTANT COMMUNICATION
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Journey Maps medical appointment: viewing the Patient Experience

- PREVIOUS CONTACT SCHEDULING CONFIRMATION ARRIVAL AND CIRCULATION RECEPTION AND PAYMENT WAITING MEDICAL ATTENTION CONSULT EXIT FOLLOW UP CONTROL
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'RECEPTION AND PAYMENT WAITING MEDICAL ATTENTION : CONSULT EXIT

Dissatisfaction with changes in the
schedule's time of consultation and
with the supply of distracting elements

Insatisfaction with the process agility and
the lack of empathy of the staff. Disagreement with
the relationships quality of attention / cost,

Dissatisfaction with the doctor's empathy
level and time given to the patient.

Dissatisfaction regarding the payment
facility and the parking price

) To have an easy and fast reception process, . delay occu | receive expert and high quality attention, The instructions given to me by the
that is provided with the y ) 1 h:‘?nn':ﬂmﬂm;’mlg“ of it. = The doctor talks to me in a simple and clear way, doctor are easy to follow.
technology to facilitate the payment process ! and answers any question | may have The payment of the parking
fee is a simple process

TIMELY INFORMATION /

i TIMELY INFORMATION /
FAST PROCEDURES / EMPATHY / . COMMITMENT WITH ATTENTION TIMES /

; : :
| | i
1 | 1
ATHY | MEDICAL QUALITY AND EXPERTISE / EMPATHY | AGILITY IN PROCEDURES
[ CONSTANT COMMUNICATION ’ CONFORTABLE NESS | !
1 ' | 1
| | |
| | | discharge
N f‘:’;}gna‘?g? \ ' possubu-tnes for
| room & registerns | | patient
t | nr.\xugr;t ";“’lfv? . patient enters . ; > 4 . g::'ﬁz; D&a?:am
” 2 wWallng rog n
| - ] $EuE semvice \ appointment - ® == =] the clinic
: = = . : . : Home INTER CONSULTATION /
. fovemcE take & furnber . R e L e
| g v ] | - ) <
| register of -i PRESENCIAL | | Q%’a’?m

mgarpnrf 3
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Design Process

EXPLORATION CONCEPTUALISATION DESIGN PRIORIZATION PILOT

Projects & Initiatives

Different areas are worked in a co-creation
process to define the initiatives for achieving the
final experience.

installing a

patient oriented
organizational

extend the value
offer as a referent

of health culture
3 O Initiatives ' _
. STRUCTURAL
7 Structural pr0]eCtS ensure quality PROJECTS standards
: : through CLC PATIENT to ensure
That pomt dlr_ectly to the commitments and EXPERIENCE spaces and
Experlence plllars transparency comfort

9 Support projects

14 Specific projects about the different journeys

SELF SERVICE
KIOSKS
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DESIGN PRIORIZATION PILOT

patient goes
into waiting
room & registers

77N

v

D D SELF SERVICE
r— = TOTEM
SELF SERVICE
TOTEM take a number
v . v
register 2% FACE TO FACE
fingerprint
(5] go to reception

| ]

SELF SERVICE TOTEM

easiness & proximity

administrative staff
enters data & registers
patient / manages payment

CLC SEAL

]
v v

MANAGER ATTENTION,
RECEPTION & WAITING

SERVICE COMMITMENTS
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Projects & Initiatives

RECEPTION AND PAYMENT WAITING MEDICAL ATTENTION CONSULT EXIT FOLLOW UP

amenities availability STARF clinic sends

SERVICE COMMITMENTS

'
'
'
'
'
'
'
'
\
'
'
'
'
\
'
'
'
'
' :

HEALTH SROHOTION : ALERTS SYSTEM
\
'
!
!
!
!
!
|
!
!
!
!
!
!
)
\
\
\
\
\
\
!
i

'
doctor grects the A
e ’ ExecuUTVE administrativa petient resolves APH unit i avallability notifications / available
exsiness & proximity . AR It cobs patent questions, deavery > notified reminders information
B e e wating to start relevant information throgoh fegarding for remote
: : times appaintment Empathy & sxpertize m?' 3 treatmel consultation
administrative staff . 5 .
enters & registers ' B pat W
tanf manspes peyment | e : e e
' ATTEATION, AECSETICN, WAITHG doctor fills the data. ¥ AT B
- ' fojre e snoa i \se 341 Sorvice
LC 3EA ! ""”: o : ST AIETCR psters, TAG HEALTH PROMOTION
' : OTEN paants must FATENTS EDUSATION
: MANAGER ATTENTION, N ’ CLE INFRASTRUCTURE 3 : pay afterwards
RECEPTION & WAITING R PSSR S RN :
y C 4 it
- 5 ¥
. [ e ]
'
:

-Waiting time before appointment

-Rate attention channel (average and deviation)

-Failure rate (Med) -Lost patients (between totem and payment / -Attention time )
-Empathy or accurate treatment perception payment and attention) -Empathy perception regarding attention ~Test and consults scheduling rate -Con
G | pay process percepti -Comfortability perception regarding -Quality of medical attention perception

waiting room
-Perception of compliance with the
reserved time for appointment

OCRM

@ Online payment platform :
0 Clients segmentation

s EAPERENCE CONSULTATION ot [-- T @ wewoowsr
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01. Defining the beginning
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Defining the beginning

Criteria to priorization:
01. Importance to the Patient
02. CLC evaluations

03. Benchmark

CONCEPTUALISATION

2016 2017
CCANALES DE Gestor de Experiencia
ATENCION
PRESENCIALES APH
Plataforma Web/Movil
JSanaLgs e Contacto Telefonico *
PRESENCIALES Totem de Autoatencion
Medicién wnpos de Espera
Al 3 2
““gggﬁ:?é" y Sistema Integral de Agendamiento
Tracking de Cuenta ,sr';“s:“mo Sistema de Alertas
2 Gestion Resultados
CFM de Examenes
Confort & Amenities en Salas de Espera
Impecabilidad de
Contratos Externos
Sello CLC
Tu Plan de Hoy Cuidamos tu Descanso
Compromisos de Servlcio
Estandares de Médulos de
Infraestructura  Informacién & Salud
INFRAESTRUCTURA TAG de Prepago Admision Rapida

Way Finding

- SeamentadoD

Guarderia Infantil

Promocién de Salud

ol

2018

1CLC

Clinica Las Condes
VIVIR MEJOR

PILOT
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CREATE A PILOT £ o
Design Process

EXPLORATION CONCEPTUALISATION DESIGN PRIORIZATION PILOT

Defining the beginning

2016 2017 3 2018
'CANALES DE Gestor de Experiencia
ATENCION
PRESENCIALES APH
Plataforma Web/Mavil y
CANALES DE Contacto Telefénico
ATENCION NO
PRESENCIALES Totem de Autoatencion

MMWW- b Espera

Create a Pilot:

Amegmdén y jstema Integral de Agendamiento
01. Seal CLC :Tradtingdecuenn : ;r::mo Sistema de Alertas
céM Gestion Resultados -
3 de Examenes

02. Manage experience in the waiting areas. e

03. Self- Service Kiosks e,
i - CULTURA | i Sello CLC
04. Metrics. ' ' ,
S P CAM Tu Plan de Hoy Cuidamos tu Dq pnso
a. % ; ; Compromisos de Servicio
Estandares de Médulos de
Infraestructura  Informacién & Salud
INFRAESTRUCTURA TAG de Prepago Admision naq ja
Way Finding Guarderia Infantil

Promocién de Salud
Segmentacién
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DESIGN “' cLC
Some Results

CLC Seal

“‘“ACOGES”
3.800 hours of trainning

Hola M.! ~ /\C—[T\
Resultados
BASE DE CALCULO FILTROS
Fecha Inicio : 01-05-2016 Coach Todos Fecha Inicio | 01-05-2016 Coach Seleccione una Opcion v

B @

i -10- jecuti i 03-10-2016
ACOG E R Fecha Fin  : 03-10-2016 Ejecutivo Todos Fecha Fin ]
TO EMBRACE —

Ejecutivo Seleccione una Opcion ¥

GESTIONAR

TO MANAGE

CONECTAR
TO CONNECT

TOTAL Voz Vocabulario  Capacidad de Actitud Positiva Escucha Activa Vestimenta  Cortesia y

y Capacidad de Actitud de
Escucha Servicio

Acoger Conectar Gestionar Manejo de Sellar
potencial
conflicto y/o
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Reserve su hora médica

Para reservar su hora debe

ingresar su RUT

» Self - Service Kiosk

« Manage experience in
the waiting areas
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Some Results

Wayfinding Project

EL PISO 1 CONECTA CON
TODOS LOS EDIFICIOS DE
LA CLINICA

Bienvenido

Welcome
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Some Results

WE BELIEVE IN THE VALUE OF METRICS

i\WE MEASURE EVERYTHING! Patient Satisfactions — Online Metrics

Satisfaccion General Consulta Urgencia Hospitalizacion Procedimientos y Examenes Operaciones
BASE DE CALCULO FILTROS
Viaje Todos Viaje Todos v
Fecha Inicio : 01-05-2016 Fecha Inicio | 01-05-2016 &
Fecha Fin  : 03-10-2016 Fecha Fin 03-10-2016 &

Ranking CLC

100%

Consulta Urgencia Hospitalizacion Procedimientos y E>

68%
— L N BASE DE CALCULO
36% \ Fecha Inicio : 01-04-2016 Problemas : Todo
Fecha Fin : 03-10-2016 Pregunta General Clinica Las (
4%
0%

-28%

éCon qué nota evaluaria en general a Clinica Las Condes?
-60% 01-04-2016 - 03-10-2016

Facil Ingreso Facil encontrar lugar Lugar espera cémodo Servicio de alimentacién
N: 626

N: 13666 N: 14920 N: 11169
NEUROCIRUGIA - N: 216 59%
Nuevo CENTRO INTEGRAL DE LA MAMA - N: 158 ==
CIRUGIA ADULTOS - N: 231 51%

GINECOLOGIA NORTE - N: 440 48%

OFTALMOLOGIA - N: 817 46%

CIRUGIA PLASTICA - N: 178 46%
ONCOLOGIA - N: 188 4439%
CARDIOLOGIA - N: 620 41%
PEDIATRIA - N: 2180 41%
GINECOLOGIA UMP - N: 743 41%
NEUROLOGIA ADULTOS - N: 333 40%
GASTROENTEROLOGIA - N: 628 40%
TOTAL - N: 13119 39%
ENCUESTAS PACIENTES > PSIQUIATRIA INFANTIL - N: 172 38%
GINECOLOGIA OBSTETRICIA SUR - N: 358 38%
MEDICINA INTERNA - N: 1428 37%
Plataforma Nivel Satisfaccion TRAUMATOLOGIA - N: 1366 35%
GINECOLOGIA UMR - N: 644 .
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Learning Points

Typical elements of a customer experience transformation:

©

PURPOSE
We need to have a clear

patient-centered purpose.

ALIGN US AND GIVE US
COHERENCE

sh

GOVERNANCE
A clear structure to align
the priorities and actions.

RESPONSABILITIES

COMMITTEES AND WORKING GROUPS

DYNAMICS OF INTERACTIONS
WORKS IN THE DIFFERENT LEVEL

¢

INITIATIVE ROADMAP
A portfolio of initiatives that
deliver the desired
experience, with clear
responsabilities.

JOURNEY DESIGN: ELIMINATING
“PAIN POINTS” AND INJECTING
“‘WOW” MOMENTS

PROCESS AND POLICY
CHANGES

RAPID TESTING AND LEARNING

inica Las Condes

EIGES

VIVIR MEJOR

4

METRICS AND
INITIATIVE
OBJECTIVES

The ways we know we are
making progress

“HARD” AND “SOFT”
MEASURES.
VISIBILITY AND RECOGNITION
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The Experience is made by all of us!
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Clinica Las Condes

VIVIR MEJOR

Thank you

Barbara Boekemeyer

bboekemeyer@cic.cl

PATIENT JOURNEY MAPS
Clinica Las Condes




