VA WOMEN VETERANS
PATIENT EXPERIENCE
JOURNEY MAP

U.S. Department
of Veterans A˜airs

·-

KEY

Veterans Health
Administration

JOURNEY PHASE
Entry point to VHA system

Moment
that
matters

Exit point from VHA system

Journey
moment

Bright Spot

D

Optional
journey
moment

Pain Point

•

Moments That Matter Most
to Women Veterans

i

BEFORE VISIT

REGISTER FOR VHA*

ARRIVING TO FACILITY

DURING APPOINTMENT

Trusted Helper

DEPARTING FROM FACILITY

AFTER VISIT

Go to another
appointment,
complete labs,
or visit with
friends

Take
immediate
action

Patient entry
and exit points

Decide on
Wait and
Schedule
need for
prepare for
appointment
appointment
appointment

Travel to
and park at
facility

0

•

BRIGHT
SPOTS

0 PAIN

POINTS

•
I

•

Talking to a
trusted helper

“Welcome
to VA” call

Receiving
incorrect
I information

Outdated
information
on websites

Losing
insurance

Not getting
through on
the phone

0
0

Q Not

registered
for VHA*

Appointment
reminder

0

Cancellation

0

Long delay
until
appointment

Travel benefits

Navigate
through
facility

Helpful
Veterans

Complete
labs or visit
with friends

Check in for
Wait for
Meet with
Check out of
appointment appointment care provider appointment

Socializing
with buddies

Valet parking
Traveling
long distances

Unhelpful
signage

0

Lack of
privacy

0

Lack of status
updates

Finding
parking

Not getting
consistent help
from VA staﬀ

0

Unfriendly
VA staﬀ

0

Uncomfortable
environment

0

Cancelled
appointment

0

Feeling unsafe

Not having
need addressed

Exit
facility

eo

Friendly
greeters

Unwelcoming
environment

Fill
prescriptions

Socializing
with buddies

Kiosk
check-in

Helping others

Not getting
a timely
appointment

0

Long wait
times

Learn about
additional
resources

Scheduling
routine
follow up

Limited time

Skipping
this step

Retelling
history
No connection
with provider
Lack of whole
health options

Travel benefits

Helping others

Waiting
for next
appointment

•

•

Socializing
with buddies

Navigating
to next
appointment

Manage
whole
health

Follow up
on visit

Long wait
times

Mail order
prescriptions

000 Scheduling
specialty care

'f Transitioning
to mail order

Uncomfortable
environment

prescriptions

Feeling unsafe

Talking to a
trusted helper

Talking to a
trusted helper

Unclear
next steps

0 Conflicting
advice

Interpreting
test results

0

Getting ahold
of provider

Treatment plan
changed without explanation

•

•

Managing
care without
VA support

Getting lost
in handoﬀ
Referral to
non-VA care

Feeling
overmedicated

This moment matters to me because

This moment matters to me because

This moment matters to me because
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I need guidance about how to care for myself.

“

“

I want to be proactive about my health.

I don’t have enough time to go through my history.

This interaction sets the tone of my whole experience.

My provider, appointment or treatment plan changes without notice
causing me distress and wasting my time.

I don’t want to start over at every visit.

I don’t trust you if you are not sensitive to my situation.
Connecting with women Veterans gives me support I need to feel well.
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I can get timely specialty and women’s health
care near where I live.

When I am referred out of VA for care, I can
trust VA to cover the costs.

