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» Patient journey map:

7

A patient journey map is a visual representation or diagram that illustrates the various

stages, interactions, and touchpoints a patient encounters throughout their healthcare experience,
from initial contact to post-treatment follow-up. It provides a simplified overview of the patient's
pathway through the healthcare system, highlighting key moments, emotions, and opportunities for

.improvement
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SQ) Patient Experience

Patient Journey

Before the Visit Arriving at the Hospital

Feeling the need to Booking an Preparing for

go to the hospital appointment the visit
Call Center, Mobile)
App, Website, Internal
{Communication

ee ee

) . 4 It was comfortable and easy to reach the
i | easily and smoothly got an appointment :

Finding Navigating to the
parking required facilities

required location and navigate through

L&Q) when | needed it. L& the hospital.
» 2]

Consultation with the Doctor PreYGonstltation|Pocedunes
Clinical examination Reaching Initial examination Waiting for the Reception and | @
and diagnosis the clinic and vital signs check service registration

| was happy with the cooperation of the | ]
¥ | felt empathy, care, and attention i

healthcare staff and their support in handling : he health q
t t i .
approvals and scheduling follow-up tests. & rom the healthcare provider.

L 1) 1)

Post-Consultation Procedures

Explanation of the health Referral to
condition and clarification  subsequent tests
of the treatment plan

Scheduling Obtaining the Dispensing Planning future
subsequent tests necessary approvals medications appointments

e

i | appreciate the hospital for clarifying my health

needs, my treatment plan, and facilitating access to

L& the required medications.
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