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VETERANS JOURNEY MAP (BLANK)
ACTIVITY GUIDE

Introduction 
The blank version of the Veteran’s Journey Map is a tool that has many uses and functions that can enable the user(s) to enhance the Veteran experience. Activities involving the map can be tailored to meet the need of individual MyVA communities, including local Community Veterans Engagement Boards (CVEB) and employees with the Veterans Experience Office. 

Mode of Delivery 
Either CVEB Co-chair or Veterans Experience employee (i.e., Relationship Manager or Field Consultant) can facilitate the activity. Activity should be conducted in a face-to-face setting.

Target Audience
CVEB Members and other stakeholders

Group Size
This activity has been designed to accommodate up to 20 participants, or 5 participants per printed map.

Targeted Outcomes
After completing this activity, participants will:
· Have a general understanding of the journey map and its features, including life stages and moments that matter.
· Identify services provided by the local CVEB and its partners that meet the needs of Veterans in the local community.
· Make a correlation between the services provided by the CVEB and the point at which the service impacts Veterans and their families.
· Identify existing services that were uncovered by completing the activity.
· Identify gaps in services provided by the CVEB.

Materials Needed
4 poster-size copies of the blank Veterans Journey Map (approximately 18” x 24”)
Pens/Markers (one per participant)
Tape 
4 copies of the completed Veterans Journey Map (optional)
Name tags (optional) 

Estimated Completion Time
2 hours

Activity (times are approximate):
· [bookmark: _GoBack]Pre-activity planning and set up: Tape one copy of the blank journey map in each corner of the room. Ensure pens/markers and name tags are available. (NOTE: Facilitator should not allow participants to review the completed journey map until later in the activity). If participants do not have an existing relationship with each other, consider conducting a short icebreaker prior to starting the activity.
· Introduce participants to the Blank Veterans Journey Map (5-10 minutes)
Show participants the blank journey map and briefly describe what it is. Highlight features of the map including, but not limited to, life stages and “moments that matter”. Tell them it will be the focal point of today’s activity. (NOTE: If facilitator is new to the blank journey map, he/she should conduct the additional reading specified at the end of this guide prior to leading this activity).
· Divide participants into 4 groups of 3-5 people (5 minutes)
Ideally each group should be comprised of no more than one individual from a specific agency. This applies even if participants are VA employees; that is, it is advised that VA employees are grouped with individuals who do not work for their specific administration (VBA, VHA, or NCA). 
· Identify services provided (15 minutes or more)
Ask participants to look at the life stages and think of the services they (both the CVEB collectively and their individual agency) provide to Veterans. Direct participants to use their pen/marker and write the name of the service on the line that corresponds to the moment Veterans and their families would use the service. Members within each small group should alternate writing to allow each person a chance to write. You may give an example or two of services to begin their thinking process. Some examples you could give: a VBA Director may write “VA home loans” under “Starting Up” (Finding a place to live); the representative from an educational institution may write the name of its Veteran scholarship program under “Reinventing Myself” (acquiring the appropriate education, new skills, and credentials); and so on. Many of the services will be readily identified by the participants, and they may conclude writing well under the 15 minute mark. However, encourage participants to use all of the time allotted to complete this portion of the activity so that they can develop a comprehensive list. You may notice that they will list some services under more than one life stage/moment, and this is not only acceptable but encouraged.
· Facilitate differing viewpoints (15 minutes)
Now that participants have filled in many of the lines, ask them to reconsider the journey map using the perspective of a Veteran whose demographics differ from their own (e.g., a minority Veteran, homeless Veteran, or OEF/OIF Veteran if they are a Veteran of the Vietnam era, etc.). Have them write additional services on the journey map that this new persona would need. Explain to participants that considering the map through a different lens will encourage diverse points of view and may cause them to identify services they had not previously considered. For example, a male participant may think of “Women Veteran’s health care” and add it to the journey map.
· De-Brief and discuss (45 minutes) 
Have each small group select a spokesperson and then bring the groups back together into one large group. Give each spokesperson an opportunity to de-brief the large group, telling what services they identified on their journey map. (NOTE: depending on the number of small groups you have, this should take approximately 5 minutes per spokesperson). If one of the other three groups hears a service that they had omitted, they can add it to their journey map at this time. After all spokespersons have debriefed, ask questions that allow the participants to process the information and stimulate discussion. (Sample questions: Did you find that some services applied to more than one life stage? Did you see any duplications of effort (i.e., the same service provided by more than one agency), and if so, how can these two agencies better collaborate? What services are you hearing about for the first time? What did you learn from this activity?). If you choose to use the completed journey map, you can distribute copies of it at this time and give participants time to compare it to the map they created. If there are services listed on the completed journey map that are available in their community, they can add these services to their journey map. The group should then look at the journey maps they created to see if there are gaps in services (that is, moments on the journey map where no service exists). Explain to them that these gaps in service represent opportunities for future strategic partnerships. 
· Wrap Up/Q&A (30 minutes) 
Inform participants of any next steps that will be taken in relation to this activity. For example, RM/FC or Co-Chairs may decide to make copies of the completed journey map and disseminate to board members, CVSOs, and other stakeholders to use as a resource guide; or RM/FC or Co-Chairs may keep a copy of the map and refer to it at a later point in time, such as when the CVEB is considering how its services align with its strategic goals or with what organizations they should partner. Answer additional questions participants may have. Thank them for their time and effort in completing the activity and conclude the meeting.

Follow Up Actions 

At the conclusion of the activity, facilitator should:

- Take photos of each map that was filled out.  A best practice is to take one picture of the entire map, and then also take 3 – 4 close-up pictures that show what participants wrote on the map. These photos can be included in an after action report (see next bullet point) as well as acting as reference for the CVEB members in future gap analysis activities or related projects.

- Complete an after action report. Report should highlight activity proceedings and document lessons learned– including, but not limited to: best practices identified through use of the journey map in order to spread among MyVA communities; suggestions for new ways in which the journey map could be used in order to maximize the tool’s effectiveness; and input on suggested improvements to the design of the journey map and/or this activity guide. 

Additional Reading

U.S. Department of Veterans Affairs. (2016). “Defining and Measuring the Outpatient Experience” (VA Patient Experience Storybook). Retrieved from


	(This document, although focuses specifically on the patient experience, provides the facilitator with a better understanding of journey maps). 

U.S. Department of Veterans Affairs. (2016). “Journeys of Veterans Map”. Retrieved from https://innovation.ed.gov/files/2016/08/journeysofveteransmap.pdf
	(This is the completed Veterans Journey Map).
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UNDERSTANDING THE OUTPATIENT EXPERIENCE
THROUGH VETERANS’ PERSPECTIVES





DEFINING & MEASURING
THE OUTPATIENT EXPERIENCE
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EXECUTIVE SUMMARY

Defining & Measuring
the Outpatient Experience

The Department of Veterans Affairs (VA) is the largest
integrated healthcare system in the United States,
yet we do not have a unified definition of the ideal
patient experience.

To develop an end-to end definition of patient experience,
the Veterans Health Administration (VHA) and the Veterans
Experience Office (VE) teamed up to explore how Veterans
currently experience their outpatient service delivery.
More than 150 hours of interviews—with Veterans

who currently use, tried to use, and no longer use VA
healthcare—inform our work.

Our goal: a consistent front stage experience for
Veterans across and within VA healthcare facilities.

VA PATIENT EXPERIENCE JOURNEY MAP

The VA Patient Experience Journey Map shows a common set of moments that Veterans
experience before, during, and after a healthcare appointment visit. While this map is not
representative of every aspect of Veterans’ experiences with VA healthcare, it is a starting
point to define the ideal patient experience at VA and identify improvement opportunities.

MOMENTS THAT MATTER

Across the journey, Veterans identified five key moments that matter. These are
moments during which VA can build trust with Veterans or lose them entirely. These
moments have downstream impacts on other steps and the overall journey. VA can
and should make sure these moments are done right.

MOMENTS THAT MATTER CRITICAL EXPERIENCE MEASURES

Scheduling can be a barrier to care

. “I got the appointment when | needed it.”
for Veterans with immediate needs g PP

Navigation challenges can cause “It was easy to find where to go for
stress and frustration my appointment.”

Trusted relationships with providers are . .
" | felt heard and cared for.
critical to Veterans’ whole health
Supportive follow up care helps “I understood what | needed to do
Veterans understand next steps next to manage my whole health.”

EXPERIENCE MEASURES

At these and all moments along Veterans’ journeys, VA must meet high standards for
effectiveness, ease, and emotion. We also heard from Veterans that one of the measures
is often more important than the others during a particular moment, serving as the
anchor to a positive experience. The measure is what VA will use to evaluate whether
we are meeting Veterans’ expectations about their experiences.

NEXT STEPS

The VA Patient Experience Journey Map lays the foundation for defining and measuring
the ideal patient experience for Veterans. With a deeper understanding of Veterans’
end-to-end experiences with outpatient healthcare service, VA has the opportunity to
identify and align high impact opportunities to improve patient experience and make it
consistent within and across VA facilities.
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This document accompanies and enriches the VA Patient Experience

Journey Map, which traces Veterans’ journeys as they seek and 7 INTRODUCTION
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end-to-end journeys through healthcare at VA. This document and 39 NEXT STEPS
the journey map are not reflective of what every Veteran experiences

every time, rather these tools help us see how a common set of 41 APPENDIX
interconnected moments along the journey impact the overall patient
experience. These insights provide a starting point to identify, prioritize,
and improve moments that matter in healthcare service delivery for
Veterans and their families.

42 Research Methodology
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INTRODUCTION

Toward defining the
Ideal patient experience
for Veterans

The Department of Veterans Affairs (VA) is the largest
integrated healthcare system in the United States, yet
we do not have a unified definition of the ideal patient
experience. To develop an end-to-end definition of
patient experience, the VA Veterans Health Administration
(VHA) and the Veterans Experience Office (VE) teamed

up to explore how Veterans currently experience their
outpatient service delivery. This document includes
findings from the first phase of research from Veterans’
points of view.





PROJECT OVERVIEW

Understanding the
patient experience

VE and VHA conducted a discovery “sprint” to explore patient
experience at VA, interviewing Veterans across multiple
geographies, and of various genders, races, life stages, military
branches, and eras of service. After synthesizing and analyzing the
qualitative data, we identified patterns and insights. The result is
the VA Patient Experience Journey Map and this accompanying
document to reflect patient experience at VA.

VETERAN RESEARCH
INTERVIEWS LOCATIONS
HOURS OF

INTERVIEWS
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Seattle, WA

Las Vegas, NV

Los Angeles, CA
Omaha, NE
Oklahoma City, OK
Dallas, TX
Alexandria, LA
Fayetteville, NC
Gainesville, FL

MAPPING PATIENT EXPERIENCE

The qualitative data generated through our research, coupled with insights
from previous research efforts, provided us with the Veteran-centered insights
we needed to map the current end-to end patient experience. It also allowed
us to identify critical moments that matter to Veterans while they are seeking
and receiving care and managing their health. Our team also found that the
outpatient journey for different types of care (e.g. primary care, mental health,
specialty care, etc.) shares this set of moments that matter. The research
enabled us to establish an actionable set of Veterans’ baseline expectations
for healthcare service delivery at VA. The VA Patient Experience Journey Map
represents the common set of moments Veterans experience before, during,
and after receiving a healthcare appointment visit. This map is a good start
toward defining the ideal patient experience at VA.

ARRIVING TO FACILITY DURING APPOINTMENT AFTER VISIT

DEFINING & MEASURING
THE OUTPATIENT EXPERIENCE
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Scheduling can be a
barrier to care for

Veterans with immediate
needs

Navigation challenges
can cause stress and
frustration

Supportive follow-up care
helps Veterans understand
next steps

Trusted relationships
with providers are critical
to Veterans’ whole health

THIS HONENT

BECAUSE.

WIHAT SHOULD

WE MEASURE? “I understood what |

needed to do next to
manage my whole health.”

“I got the appointment “I felt heard and cared for.”

when | needed it.”

“It was easy to find where
to go for my appointment.”

DEFINING PATIENT EXPERIENCE

Using the VA Patient Experience Journey Map and this document to
visualize Veterans’ end-to-end journeys, VA has the opportunity to
identify and align high impact patient experience improvement efforts
across the system.





PATIENT EXPERIENCE MEASURES

Measuring experience
against expectations

VA is in the midst of transforming into the number one customer

service agency in the federal government, working to understand

Veterans’ experiences from their point of view in order to design
products and services to meet their expectations. As we start to
define the ideal patient experience at VA, we will evaluate our
impact through three primary measures:

EFFECTIVENESS

We have national standards to ensure that we deliver a consistent,
high-quality level of service for Veterans, within and across VA facilities.

EASE

We work to make services feel predictable, by setting expectations with
Veterans and making sure they understand where they are in the process
and what is coming next.

EMOTION

We strive to engage and connect with Veterans through personal
interactions that demonstrate empathy, making them feel like they
are valued and heard.

THESE MEASURES VARY IN IMPORTANCE ACROSS THE JOURNEY

Effectiveness, ease, and emotion are present and important at every
moment along Veterans’ journeys, including patient experience.
Effectiveness and ease focus on the processes in place to deliver services.
Emotion focuses on how we deliver meaningful services and connect with
Veterans. At each moment, however, Veterans told us that one factor is
often more important than the others, serving as the anchor to a positive
experience. Identifying which measure is most dominant at certain points
along the journey is critical in order for us to meet Veterans’ expectations
and ensure our efforts to improve experiences are not wasted.
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«

| got the care and services
| needed.

44

It was easy to get the care
and services | needed.

«

| felt like a valued patient.

MEETING BASELINE EXPECTATIONS

No one Veteran journey is the same, yet many Veterans share a

common set of baseline expectations we need to meet in order for us

to build trusted, lifelong relationships with Veterans, their families, and
supporters. These shared expectations form the foundation for defining
the ideal patient experience and how we will measure success. To create
a consistent experience, VA must meet the following set of Veterans’
baseline expectations across the journey.

WHAT GOOD LOOKS LIKE

AFTER

| know where to go and how to schedule appointments.
| am able to connect with VA on my first attempt.

| am able to visit the right person and site of care.

It's easy to schedule an appointment or get a referral.
It's easy to find the right person and site of care.

| feel listened to and treated with respect.

| feel safe and welcomed at VA facilities.

My needs have heen addressed by providers and staff.

| trust the advice and care plans provided to me.
It's easy to schedule a follow up appointment or get a referral.
| understand what | need to do next.

| understand what | need to do next to manage my health.

11





VA PATIENT EXPERIENCE JOURNEY

Walking the patient
experience journey

Veterans do not experience or navigate care at VAin a
single way. There are, however, a broad set of shared
moments many Veterans will encounter during their
healthcare journeys with VA. Using the VA Patient
Experience Journey Map as a guide, VA can and must
organize and align to deliver high impact improvement
throughout the patient experience.





INTRODUCTION TO THE JOURNEY

Veterans rely on trusted

helpers to navigate the system

Like other managed care organizations, VA generally positions primary care services
at the center of a “hub and spoke” care model. Specialty care, mental healthcare, and
other VA healthcare services are typically available through referral from the primary
care provider.

Through our research, we discovered Veterans may use primary care for referrals,

but some do not perceive primary care to be their “primary” care resource. Instead,
Veterans might access and navigate VA using a trusted helper. Veterans turn to these
trusted helpers for advice, guidance, and directions for understanding and navigating
VA’s care and benefits. Trusted helpers might not even be subject matter experts,

but friends or family. Primary care providers or other members of the primary care
team can also play that role. It isimportant for VHA to consider this dynamic from the
Veteran point of view when identifying high-impact opportunities to design Veteran-
centered service improvements.

VHA POINT OF VIEW VETERAN POINT OF VIEW

o
/
NG T P ® ‘/ o
2R
ARIMARY\/\ /\T/\
o CARE TEAM o .\\ /.

TRUSTED
HELPER

‘ VETERAN ‘ VETERAN

TRUSTED HELPERS

Trusted helpers are represented on the VA Patient Experience
Journey Map. Trusted helpers often serve as entry or starting
points for Veterans accessing and navigating care at VA.

14

UNDERSTANDING THE END-TO-END JOURNEY

The VA Patient Experience Journey Map reflects Veterans’ experiences as
they seek and receive outpatient care at VA. The map is organized in five
phases: before the visit, arriving at the facility, during the appointment,

, and after the visit. In addition to indicating where
trusted helpers play a role along the journey, each phase includes key
moments that matter, bright spots and pain points, entry and exit points,
and interaction channels.

BEFORE ARRIVING | DURING_______

MOMENTS THAT MATTER

Our research highlights specific encounters which matter most to Veterans
along their healthcare journeys. These are moments during which VA can
build trust with Veterans or lose them entirely. These interactions have
downstream impact on other steps and the overall journey. VA can and
should ensure these moments are done right.

BRIGHT SPOTS & PAIN POINTS

Veterans shared both their favorite parts about VA and those aspects of VA
they wish they could improve. Bright spots reflect the many things VA is
already doing well. Pain points represent parts of the patient experience
Veterans need VA to do better.

ENTRY & EXIT POINTS

Not all Veterans exit and enter at the same points along the journey. For
example, some Veterans may skip scheduling an appointment and simply

go directly to the facility to take care of their needs (e.g., going to the mental

health clinic to wait until their provider is available to see them). Entry and
exit points are indicated on the journey map to highlight these important
moments.

INTERACTION CHANNELS

There are different ways Veterans contact and experience VA at every

moment along the journey. Those touch points—including in person, digital,

on the phone, or through the mail—are listed throughout this document.

AFTER

Moment
that

Matters

Bright Spot

Pain Point

Exit Point

Entry Point

In Person
Digital
Phone

Mail
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JOURNEY MAP

Patient Experience Journey

BEFORE VISIT ARRIVING TO FACILITY -

Wait and
prepare for
appointment

Decide on
need for
appointment

Schedule
appointment

* 0
BRIGHT _
SPOTS Talking to a “Welcome Appointment
trusted helper to VA” call reminder
é Receiving [9 Outdated Cancellation
PAIN incorrect information
POINTS information on websites Long wait
times
-— Losing @ Not getting
insurance through

Not registered @@ Not having
for VHA* need addressed

[P Not getting
atimely
appointment

Scheduling can be a

LI:\ITSTEMI:]SMENT barrier to care for
BECAUSE... Veterans with immediate
needs
MEASURING EFFECTIVENESS
WE".‘JESATL‘@ “I got the appointment

when | needed it.”

Navigate
through

Complete
labs or visit
facility with friends

Helpful

Veterans Socializing
Travel benefits with buddies

Friendly Kiosk
Valet parking greeters Helping others check-in
Traveling 73 Unhelpful Lack of
long distances signage privacy
Finding 4 Not getting Unfriendly
parking help from VA staff

VA staff

Cancelled
2 Unwelcoming appointment

environment

Navigation challenges
can cause stress and

frustration

MEASURING EASE

“It was easy to find
where to go for my
appointment.”
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Meet with

care provider

Learn about  1.¥ Scheduling
additional routine
resources follow up

Socializing
with buddies

Lack of status €23 Limited time é Skipping
updates this step

' Retelling
Uncomfortable | history
environment

' No connection
Feeling unsafe | with provider
'd Lack of whole

health options

@ Treatment
plan changed
without
explanation

Trusted relationships
with providers are critical

to Veterans’ whole health

MEASURING EMOTION

“| felt heard and
cared for.”

*The process for registering for VHA
includes the following steps:

= Deciding to register for VA Healthcare
= Understanding and applying for eligibility
= Getting a Service Connected Disability Rating

Go to another

Long wait times may
prevent Veterans from

getting their medication

MEASURING EASE

“It was easy to get my
prescriptions filled.”

KEY
| JournEYPHASE |

Entry point Exit point

Momere ) souney | ISR
a moment J Y
Matters moment

(¥ Bright Spot

[ Pain Point

Trusted helper

DURING APPOINTMENT § DEPARTING FROM FACILITY | AFTERVISIT

appointment, : . Take Manage
copnq plete labs, F!“ : P Exl|t immediate AT whole
or visit with prescriptions acility - on visit health
friends
Socializing ‘ o
with buddies o
Mail order Talking to a Talking to a
Helping others X:E{ Travel benefits | prescriptions trusted helper | trusted helper
Navigating "4 Long wait é Scheduling 'd Unclear Conflicting
to next times specialty care next steps advice
appointment
) Uncomfortable @ Interpreting Managing
Waiting environment test results care without
for next VA support
appointment (- Feeling unsafe @ Getting ahold
of provider
. Transitioning
to mail order @ Getting lost
medications in hand off
'd Referral to
non-VA care

Supportive follow-up
care helps Veterans

understand next steps

MEASURING EMOTION

“l understood what |
needed to do next to
manage my whole health.”
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VA PATIENT EXPERIENCE JOURNEY

BEFORE VISIT

Attention is often placed on Veterans’ interactions with
VA once they walk into one of our facilities, and rightly
so. It’s also important to consider their experience long
before they decide to come to us for care. VA has an
opportunity to shape and improve patient experience
as Veterans seek and receive care. Scheduling an
appointment is a critical moment that matters before
Veterans arrive.

BEFORE

Schedule

appointment
(2]

20

Decide on need for appointment

While Veterans may identify the need to seek care or treatment for an
illness or condition, they told us they do not always understand who
to go to or what type of care they need or can get from VA. This is a
moment when Veterans depend on their trusted helpers for advice
and guidance while they determine their needs. Veterans hope

to have resources available to them to help them make informed
decisions about how to get the care they need.

Wait and prepare for appointment

Veterans try to complete paperwork before arriving at the facility.
Veterans expect VA to honor their appointment time and proactively
communicate useful details in the lead up to the appointment.

They experience a cancelled appointment like anybody would,

with frustration and anger. They might not understand why their
appointment was cancelled and sometimes don’t find out their
appointment was cancelled until after they have arrived at VA.

4

Trusted helpers may
encourage Veterans to schedule
an appointment.

Trusted helpers might not provide
Veterans with the correct advice
or information.

Veterans may have lost health
insurance prior to scheduling an
appointment.

Veterans may not be registered
for VA healthcare.

Veterans receive an appointment
reminder by phone or through
the mail.

Veterans may receive notice of
cancellation, or not find out their
appointment is cancelled until
arriving at VA.

Veterans may wait a long time for
an appointment and experience
longer wait times when an
appointment is cancelled.

Bright Spot Pain point






BEFORE VISIT

Schedule

appointment

7/ \

MOMENT THAT MATTERS

Scheduling is a barrier for Veterans

Scheduling routine or non-routine/urgent appointments is
challenging. The experience is even worse if Veterans feel isolated
from or frustrated with VA. Veterans might perceive scheduling a
non-routine or urgent appointment as more difficult than
scheduling a routine appointment because our processes are
sometimes not designed to handle urgent or non-routine needs
compounded by the stress that likely accompanies urgent issues.

WHAT WE HEARD

» Scheduling routine appointments can be a clear-cut and short process occurring at
the end of a routine check-up if the Veteran remembers or the provider offers to do so

»

Scheduling becomes a pain point when a Veteran has an immediate need and is
either unable to get through to schedule an appointment or will be required to
wait for months

»

Long wait times for appointments can prolong or worsen illnesses/conditions,
compromising Veterans’ well-being

»

Veterans who cannot wait to get the care they need may visit the emergency
room and experience long wait times

» Veterans who do not receive timely access to care might exit the system,
securing other options or simply floundering

Veterans receive a “Welcome
to VA” call, prompting them to
schedule their first appointment.

; Veterans may not be able to get
through to someone on the phone
to schedule an appointment.

; Veterans receive outdated
information on where to go
and who to call to schedule
an appointment.

; Veterans may not reach someone
able to assess their need.

Patients may wait 6-8 months to
be seen by a provider.
; Veterans may experience long

wait times before receiving care.

& In Person

% Phone

¢«

VA told me that if |
needed to see a doctor
| should just go to the
emergency room.

NICHOLAS

44

| have to re-schedule
for no explanation. |
don’t want to feel like
an inconvenience to my
doctor anymore.

AMY

20

WHAT GOOD LOOKS LIKE

Veterans understand and select the most suitable
appointment from their available options to address
their needs.

VA routes Veterans to the most appropriate place for care.

Veterans can get the referrals they need to access care
faster and with less obstacles in their way.

The process for scheduling urgent or non-routine
appointments is clear and easy to follow.

Veterans do not exit the system prior to getting the
care they need because of navigation difficulties.

VA proactively communicates how long it will take
to be seen.

HOW WE WILL KNOW IF WE'RE SUCCEEDING

EFFECTIVENESS © EASE

» | got an appointment when | » It was easy to schedule an
needed it. appointment.

{ s Itwas easy to get the referral
I needed.

| was seen by the right person.

I knew where to go for my
healthcare needs.

| knew how to schedule my
appointment.

I knew how long it would take
to get the care | needed.

Multiple efforts including
MyVA311, Contact Center
Improvements, and the Veteran
Appointment Request App are
underway and improving the
Veteran appointment scheduling
experience. These efforts are
designed to streamline the
process and create easier
scheduling access points.

OTHER INITIATIVES INCLUDE:

» Coordinating multiple appointments to
save multiple trips

» Creating special appointment times
outside of the work day

» Promoting use of MyHealtheVet so patients
can schedule and track appointments

EMOTION
» |felt supported by VA to
get where | needed to go.

» |felt like VA wanted to
address my needs as soon
as possible.





VA PATIENT EXPERIENCE JOURNEY

ARRIVING
AT FACILITY

As Veterans arrive at VA, they have decisions to make.
They might figure out where to park, meet with friends,
grab a coffee, get labwork done, or head straight to their
appointment. There are lots of small moments here
which could be considered “domino moments.” These
moments alone are not the most critical moments in the
journey, but have potential downstream impact when
the experience is notably positive or negative. The most
critical moment within this phase is ensuring Veterans
can easily navigate to their appointments at VA.

ARRIVING

Navigate
T Complete

facilit labs or visit
a(?zel) y with friends

20
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Travel to and park at facility

For many Veterans, getting to VA facilities is no easy task. They
might live far away, depend on public transit or a caregiver for
transportation, or have limited funds available for travel. Once they
arrive, finding parking at peak times throughout the day can be
challenging for Veterans. They want clear directions and options for
the easiest and fastest way to get to VA facilities. They notice when
employees use parking spots that they feel should be primarily for
patients.

Optional: Complete labs

Veterans will often arrive early to complete labwork or they will
fititin between appointments. Veterans expect to have their
providers receive and act on their lab results the same day they get
labwork done.

Optional: Visit with friends

Many Veterans come to VA to socialize and meet up with their Veteran
buddies. This is a unique feature of the VA healthcare system as
almost no other health system is utilized by its patients as a space
for socializing. This is an opportunity for VA to delight Veterans. For
example, VA could plan and host events for Veterans to socialize with
their buddies.

VA helps cover the cost of
traveling to VA.

Free valet service mitigates
Veterans’ concerns about
finding parking.

Veterans may need to travel
long distances through traffic
to access care.

Parking is often hard to come by.

Going to VA gives many older
Veterans something to do and
look forward to.

Veterans help each other
navigate VA.

{:} Bright Spot ; Pain point






ARRIVING AT FACILITY

Navigate

through
facility

MOMENT THAT MATTERS

Navigation challenges set a
stressful tone for the visit

Veterans navigating through VA facilities experience challenges on
their journey through the physical space—there may be multiple
entrances, there may not be a staffed information or greeter
desk, and signage is variable. On particularly large campuses,

it may take a while for them to find the right place. A positive or
negative experience navigating VA facilities shapes expectations for
appointments and can impact the level of frustration or stress for
the rest of the experience.

WHAT WE HEARD
» Veterans are frustrated when they get lost and arrive late to their
appointments because it is so hard to get to where they need to go.

» Veterans will often look to a person (e.g. VA staff, volunteer,
or fellow Veteran) for directions or to help them find their appointments.

» Signage in VA facilities is confusing to Veterans and often fails to help
them navigate to the correct location.

Veterans help other Veterans ; Entrances into the facilities may
get to where they are going. be uninviting spaces.

Friendly greeters help Veterans ; Information on appointment
get to where they are going. postcards may not align with

; Signage throughout VA facilities the building signage, creating

may not be clear or helpful, additional anger at the VA system.

; Veterans may experience a lack
of consistency in friendliness and
professionalism from staff.

¢«

The front desk is my first
point of contact and is so
important in helping me
get to my appointment.

LISA

44

It's always really hard
for me to find my
appointment. The VA is
huge and | get lost.

BRUCE

24

WHAT GOOD LOOKS LIKE

Veterans are warmly greeted by someone who offers
them a smile and directional assistance to find their
appointment.

Signage is present, visible, simple, and easy to
understand throughout all VA facilities.

Veterans receive proactive communication including a
facility map and clear directions, including information
about parking, entrances, and navigation through the
facility prior to arriving at the VA facility for their
appointment.

Finding their appointments is easy, quick, and a positive
experience for Veterans.

HOW WE WILL KNOW IF WE'RE SUCCEEDING

EFFECTIVENESS EASE

» | found my appointment » It was easy to find my
within a reasonable time- appointment location.
frame.

» | knew where my

» Front desk staff or greeters appointment was located
were helpful with directions. prior to entering the building.

» Signage was easy to
understand and follow
without assistance.

Several VA medical centers
have concierge or “red

coat” customer service
ambassadors in both
outpatient and inpatient areas
to assist Veterans and answer
questions. Easily identifiable
by the red coats they wear,
these individuals have eased
the navigation experience

for Veterans unfamiliar with
particular facilities.

OTHER INITIATIVES INCLUDE:

» Electronic wayfinding to provide better
maps and digital signage

» Deliberate facility design with building
upgrades to ease wayfinding and creating
more accessible spaces for all patients

EMOTION

» Front desk staff or greeters
were friendly.

» | felt welcomed and
comfortable navigating
the VA facility.





VA PATIENT EXPERIENCE JOURNEY

DURING
APPOINTMENT

The appointment phase is the central focus of the care
experience and critical to get right. Veterans depend
on timely and effective care from us to support their
health and well-being. While there are other important
elements in the overall journey, building a trusted
relationship with a compassionate and knowledgeable
care provider is a top priority for Veterans.

Meet with

care provider
(p30)

Check in for appointment

Check-in is often the first in-person touch point Veterans have with VA
after arriving for an appointment, setting the tone for the rest of the
appointment experience. Veterans want knowledgeable, friendly, and
welcoming staff to greet them, check them in, and provide them with
correct information about their appointment.

Wait for appointment

Many Veterans understand there may be a wait to see a care provider
once they arrive at VA. However, Veterans who work full-time told us
they need timely appointments so they can get back to work. They
expect to wait for a reasonable amount of time and receive periodic
status updates. They become uncomfortable and may be triggered
in waiting rooms, creating challenges for them or staff, as well as
causing them to leave before they have their appointment.

Check out of appointment

Veterans typically schedule their next appointment as they are
checking out of their appointments. Veterans expect check-out

to be a fast and efficient process with staff knowledgeable about
future appointment availability. They hope to have their schedules
accommodated.

Check-in kiosks are fast and
efficient.

Front desk staff may not always
be sensitive to privacy concerns.

Unfriendly front desk staff make
Veterans feel unwelcome.

Veterans may not find out about a
cancelled appointment until they
arrive at check-in.

Veterans may enjoy catching up
with buddies while waiting.

Veterans may become frustrated
without status updates for how
long they will be waiting.

Waiting rooms may feel
uncomfortable, unsafe, and
overcrowded.

Veterans are often prompted to
schedule their next routine check-
up while checking out.

Some Veterans may not realize they
need to check out and will skip this
step altogether.

There may be limited availability to
schedule follow-up appointments

{:} Bright Spot ; Pain point






DURING APPOINTMENT

Meet with

care provider

MOMENT THAT MATTERS

Trusted relationships with providers
are critical to Veterans’ whole health

Veterans meet with their providers to receive care, ask questions, and

seek referrals to specialty care clinics. Veterans told us this may be the
most important moment in their journeys because the care they get from
VA directly impacts their health and well-being. VA must get this moment

right in order to build trusting long-term relationships with Veterans.

WHAT WE HEARD

Provider rotation disrupts continuity of care and repeatedly forces
Veterans to share their medical histories with each new provider
which feels like a waste of time and is alienating.

X

2

Short appointments due to high patient volume leaves Veterans
feeling rushed and unimportant to their care providers.

X

Building trusted relationships with Veterans and engaging in shared
decision making on treatment plans keeps Veterans engaged in care,
adherent to treatment, and feeling supported and understood.

v

Veterans want their providers to offer whole healthcare that includes
complementary and integrative treatments that promote overall
health and well-being.

{:} During their appointment, Veterans Care providers may ignore

may learn about additional VA Veterans’ care preferences.

resources and benefits. Veterans do not feel they receive

; Veterans often feel there is not integrated care nor are they
enough time with care providers given whole health options.

to address their medical needs. Veterans feel over-medicated

; Retelling history to a new care by VA providers.
provider each visit can be

frustrating and painful for Veterans.

¢«

My main concern is the
constant changing of
primary care providers.
| never see the same
doctor twice.

JOSEPH

«

She basically told me she
didn’t read my chart. She
said we're starting fresh.

| don’t want to start fresh.

EMILY

28

WHAT GOOD LOOKS LIKE

Veterans are pleased by the competent care and service
they receive from their care providers.

Veterans have a hand in choosing the care providers they
hope to see at the time they wish to see them and have
clear pathways to change their providers.

Veterans feel cared for and understood by their providers.

Veterans are able to develop a trusted, two-way
relationship with their providers.

Care providers build treatment plans together with Veterans
to help them address their whole health goals.

Care providers allot enough time for Veterans to feel their
service is personal and their providers are interested in
caring for them.

HOW WE WILL KNOW IF WE'RE SUCCEEDING

........................................................................

EFFECTIVENESS . EASE

» My needs were addressed by
my provider.

» | can choose the provider |
want to see.

» | had the amount of time |
wanted with my provider.

The Office of Patient Centered
Care is leading VA in re-thinking
how patients access and
interact with care providers.
By focusing on the holistic
needs of the Veeteran, this office
is re-defining how healthcare is
viewed in the context of overall
Veteran needs.

OTHER INITIATIVES INCLUDE:

» PACT teams and Whole Health
Coaches to connect health goals
in context of patient life goals

» Transition letters to proactively
communicate provider changes
to Veterans

» Immediate patient access to
medical records so Veterans can
better monitor health details and
appointment information

EMOTION

» | trust the information given
to me by my provider.

» My provider cares about me.

» | felt heard and cared for.

29





VA PATIENT EXPERIENCE JOURNEY

DEPARTING
FROM FACILITY

Veterans are looking for a streamlined departure
from their appointment. A quick and easy check-
out experience followed by simple navigation to
any other stops in the facility, and an efficient
visit to the pharmacy can leave Veterans feeling
supported, cared for, and valued by VA.

DEPARTING

Go to another Fill .
appointment, I Exit

complete labs, or prescriptions facility
visit with friends (p34)

Optional: Go to another appointment & Veterans may have difficulty

: navigating to another appointment
Some Veterans schedule back to back appointments in a day. Veterans which may cause undue stress and

want to be able to check in once and reduce the amount of waiting frustration.

between appointments throughout the day. Waiting in between appointments
: is frustrating for Veterans.

Optional: Complete labs

Veterans will often arrive early to complete labwork or they will fit it in
between appointments. Some Veterans expect to have their providers
receive and act on their lab results the same day they get labwork done.

Optional: Visit with friends

A meaningful number of Veterans come to VA to socialize and meet up Going to VA gives many older
with their Veteran buddies. This is a unique feature of the VA healthcare : Veterans something to do and
system. Few, if any other health systems are utilized by their patients
as a space for socializing. This is an opportunity for VA to deepen the
relationship with those we serve. From making the space comfortable
and safe for Veterans to hosting special events, these investments create
better experiences and provide important value to the whole health

of Veterans.

look forward to.

Veterans help each other
navigate VA.

Exit facility

As Veterans exit VA facilities, some access and receive their travel benefits. )
: benefits to cover the cost of
Veterans expect to receive their travel benefits if they come to VA for getting to VA,
an appointment. Although Veterans sometimes accidentally arrive for
appointments that are cancelled, they still expect to receive the benefit.

{:} Veterans rely on accessing travel
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DEPARTING FROM FACILITY

Fill

prescriptions

/7 \

MOMENT THAT MATTERS

Long wait times may prevent Veterans from
getting needed medication or supplies

The last stop of the day for many Veterans is to fill their
prescriptions for supplies or medicine. While some Veterans have
their medication mailed to them, other Veterans (including first
time patients) receive their medication in person. This is often
the last in-person touch point Veterans will have with VA prior to
exiting the facility. VA should get this critical moment right to

ensure Veterans receive the medication they need to stay healthy.

WHAT WE HEARD

» Veterans use mail order medication instead of waiting at the pharmacy
» Pharmacy waiting rooms are cramped and uninviting so Veterans find
other areas of the facility (e.g. canteen, coffee shop) in which to wait.

» When wait times at the pharmacy are exceedingly long, some
Veterans exit the facility before they get the medication they need.

; Wait times at the pharmacy ; While mail-order medication

are lengthy. is preferred by many Veterans,
. the transition to this method
; Pharmacy waiting spaces
can be a challenge.

may be uninviting and
trigger inducing. ; Veterans cannot get the supplies

; These uncomfortable and medication they need right

. away (e.g., anti-depression
environments make some y(eg, P

Veterans feel unsafe. medication)

44

| get all of my
medication at the
pharmacy, regardless
of who prescribes it.

DANIEL

44

| called 10 days in

advance. Then | checked
in, waited an hour, and was
told the prescriber never
approved the medication.

APRIL

32

WHAT GOOD LOOKS LIKE

Pharmacy waiting areas are inviting and designed to
make Veterans feel safe and comfortable.

Picking up medication is a quick and efficient process.

More Veterans have the option to receive medication
by mail to reduce wait times.

Proactive communication as Veterans switch from in-
person to mail order medication.

Pharmacists are there to answer any questions Veterans
may have ahout their medication, including helping to
manage multiple medications.

HOW WE WILL KNOW IF WE'RE SUCCEEDING

EFFECTIVENESS EASE

» |was able to get my » It was easy to get my

prescriptions filled. prescriptions filled.

» The pharmacist answered
my questions.

» |was able to get my

» | got what | needed from
the pharmacist. : to get my medication (e.g.
» | know where and how to get mail order).

my medication.

prescriptions filled quickly.

» | know about other options

MyHealtheVet and mail

order options have proved
successful in improving the
Veteran experiences filling
their prescriptions. Some VA
facilities have also integrated
clinical pharmacists into their
care model so Veterans are
able to combine clinical care
with prescription activities.

EMOTION

» | felt safe and comfortable in
the pharmacy waiting room.
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VA PATIENT EXPERIENCE JOURNEY

AFTER VISIT

VA currently provides some resources to support
Veterans as they follow up on and manage their care.
They might seek additional support to answer questions
about medication, specialty care appointments, or their
treatment plan. VA should continue to care for Veterans
during this period to prevent isolation, confusion, and
mis-managed health and well-being.

Take
immediate
action

Follow up
on visit

(p38)

AFTER

| Manage |
| whole health |

Take immediate action

Veterans often have immediate actions to complete after their
appointments. Veterans told us they want to have clear directions

on next steps, understand what to expect as they carry them out, and
know who to go to if something unexpected happens. Many Veterans
are unclear about what to do next, making them feel isolated and
confused. If Veterans have a trusted helper, this is another place where
they work together to help navigate these issues and fill gaps.

Manage whole health

Veterans are focused on managing their whole health. Many Veterans
receive care from multiple providers both inside VA and out in the
community. Diagnoses and treatment plans might sometimes vary
between providers. Veterans expect VA to be communicative and
reconcile medications, treatment plans, and any other discrepancies
in their care. They do not want to be confused, not knowing which
provider to listen to or trust. Veterans also told us they were billed
for services delivered by providers in the CHOICE program. When
they cannot afford them or refuse to pay, they are hounded by debt

collectors, and in some instances it has caused damage to their credit.

20
¥

Veterans often prefer to receive
superior specialty care at VA.

Getting a referral for specialty
care can be a lengthy process for
Veterans in need of care.

Veterans rely on trusted helpers to
manage their whole health.

Veterans may receive
conflicting advice on how to
manage their condition.

Feeling unable to manage
healthcare without support
from VA.

{:} Bright Spot ; Pain point






AFTER VISIT

Follow up

on visit

7/ \

MOMENT THAT MATTERS

Supportive follow-up care helps
Veterans understand next steps

Follow-up activities might include getting bloodwork done, attending
a specialty care appointment, adhering to a treatment regimen,

or getting access to care through the CHOICE program. This an
important moment for Veterans to feel supported and cared for by
VA as they will have to make decisions about continuing treatment
and seeking additional information. VA can create a lasting positive
impression with Veterans if this moment is done right.

WHAT WE HEARD «

Veterans need to have a clear understanding of next steps
and follow-up activities prior to leaving VA in order for them
to adhere to treatment and feel supported by VA.

X

| want my doctor to review
with me what will happen
next. Don't just send me
to the next appointment.

¥

Cumbersome and unclear processes burden patients as they
seek follow-up care, creating stress and confusion.

X

Because treatment options differ, there is often confusion and

LIZ
frustration about where and when patients can seek follow up care.

{:} Veterans rely on trusted
helpers to help them navigate

; Getting a referral for care outside ¢
VA can be a lengthy process for
next steps. Veterans in need of care.

| honestly have no idea
what'’s next or what to do.

; Unclear next steps and no Veterans have to reconcile

follow-up plan leaves Veterans treatment plans on their own

feeling unsure of what to do. between VA and community DARIUS
; Veterans are left to interpret providers.

confusing test results on ; Veterans have to pay out of

their own. pocket for care in the community

that they cannot afford and
should not have to pay for.
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WHAT GOOD LOOKS LIKE

Veterans know what the next steps are after their

appointment.

Veterans have the resources and information they need
to take care of themselves between their appointments.

Veterans find it easy to accomplish post-appointment

follow-up activities.

VA assists Veterans in making primary or specialty
care follow up appointments during their visit.

Veterans know the appropriate person to go to

with questions.

Veterans’ questions are answered in a timely manner.

HOW WE WILL KNOW IF WE'RE SUCCEEDING

EFFECTIVENESS

» |was able to schedule a
specialty care appointment
within a reasonable time
frame.

» My provider was available to
answer questions | had.

EASE
» | was easily able to complete
follow up activities.

» | was easily able to get
assistance on my follow-up
activities in a timely manner.

The CHOICE program and
currentimprovements are
easing Veterans’ ability to
follow-up with specialty
providers that are accessible
and aligned to specific needs
of care. Many facilities also
enable primary care providers
to directly schedule specialty
care appointments during the
patient’s visit.

OTHER INITIATIVES INCLUDE:

» Care Plan Document that enables the
patient to capture information and
next steps discussed with the provider
during his or her appointment

EMOTION

» My experience with follow-up
care was positive.

» | felt supported and cared for

by VA after my appointment.
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NEXT STEPS

Prioritizing
opportunities to
Improve patient
experience

With a deeper understanding of Veterans’ journeys
through VA healthcare, we can think about improving
the patient experience. The VA Patient Experience
Journey Map helps VA align high impact improvements
from an informed and Veteran-centered point of view.
By identifying and focusing on the moments that matter,
pain points, and bright spots of patient experience at
VA, VHA can target resources to meet and then exceed
Veterans’ expectations.





APPENDIX

Research
Methodology






RESEARCH METHODOLOGY

A human-centered approach to
improving the patient experience

The VA Patient Experience Journey Map and this book are the end products of
Phase 1 in improving the VA patient experience. In this phase, the Veterans Health
Administration (VHA) and Veterans Experience Office (VE) focused on hearing
directly from Veterans about their experiences as a patient with VA outpatient care.
We spent time in the field listening to and observing Veterans in nine areas around
the country. Prior research with Veterans was also incorporated, providing a base of
knowledge and helping to shape the work and research questions. We conducted
research in a purposeful and deliberate manner to capture a range of experiences
with enough depth to understand the nuances and uncover latent needs.

PHASE | GOALS & OBJECTIVES

DEEPEN OUR UNDERSTANDING OF VETERANS’ CURRENT
END-TO-END PATIENT EXPERIENCE

IDENTIFY PAIN POINTS, BRIGHT SPOTS, AND MOMENTS
THAT MATTER TO VETERANS

DEFINE KEY ELEMENTS NECESSARY TO CREATE A CONSISTENT
FRONT STAGE EXPERIENCE ACROSS FACILITIES

The next phase of research will explore the employee perspective on outpatient
healthcare service delivery at VA. Together, what we learn from these two phases
will provide the framework for improving the patient experience at VA.

PHASE 1l GOALS & OBJECTIVES

DEEPEN OUR UNDERSTANDING OF THE EMPLOYEE JOURNEY
THROUGH HEALTHCARE SERVICE DELIVERY

IDENTIFY WHAT IS HAPPENING ON THE BACK STAGE DURING
KEY MOMENTS THAT MATTER TO VETERANS

DEVELOP OPPORTUNITIES TO ALIGN BACK STAGE ACTIVITIES WITH
FRONT STAGE EXPERIENCES THAT MEET VETERANS’ EXPECTATIONS

N
N ﬂmn

SITE SELECTION *Marginalized groups include:

Women, African Americans/
Blacks, Hispanics, Asians, Native
American/Alaska Natives, Native
Hawaiian/Pacific Islanders, LGBT,
and Muslims

Our team selected sites to maximize the range of Veterans’ life
experiences across the most efficient number of research sites. To
accomplish this, we applied the following principles:

» Seek out places where we can capture a wide range of life
experiences among Veterans

» Consider VA-based contextual factors such as facility type (hospital vs.
clinic vs. mobile unit) and performance (SAIL rating, PACTness/PI*2).

» Enable oversampling of marginalized* groups in locations where
they have high and relatively low representation

» Cover different geographic regions and ensure all districts are
represented

An initial list of 24 sites were reduced to 9 sites across the five VA districts
based on the principles above, with review from Subject Matter Experts.
These sites were then cross-referenced with facility characteristics and
performance (SHEP scores and PACT metrics) to verify the range of patient
experiences.

FACE-TO-FACE INTERVIEWS

At each location, we conducted between five and twenty interviews with
Veterans and, in some cases, their family members or caregivers. These
interviews lasted approximately 1.5 hours and explored the Veteran’s
interactions with VA outpatient healthcare services. Participants were
recruited and scheduled in advance. Interviews were conducted in places
of Veterans’ choosing, including their homes, local diners, and libraries.

INTERCEPT INTERVIEWS AT FACILITIES

We also conducted shorter interviews at VA medical facilities. These
interviews used a similar approach as the face-to-face interviews, but
usually had a more targeted scope dependent on the space in which we
encountered the Veteran.

OBSERVATIONS AT FACILITIES

To complement the interviews and develop a richer portrait of the
patient perspective, our team observed Veteran interactions at VA
medical facilities to better understand the arrival, check-in, and waiting
experience. Team members spent dedicated time at facilities in the
waiting areas, behind information desks, and at building entrances.
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