the medical record
can contain all types
of files. including
imagery

giving appointments
is done through
phone or physical
presence

because all our records
are in paper form, we
end up losing some
patients records from
time to time

test reports content
differs depanding on
the prescribed test

there are a lot of
medicines and their
names and content can
be hard to remember
somtimes

check the patients
previous medical
record and conditions

check upcomming
appointments

contact patients if
needed (including
informative calls)

performs home visits
to patients that are
unable to be present
in the office or the
hospital

prescribe medical
drugs to clients, and
follow up whith their
medicine intake

It is hard to find a
good doctor in a
short amount of time

sometimes I call the
doctor’s office just to
ask about something,
not necessarily to
book an appointment

I'live far from my
family and i would
love to keep track of
their medical
conditions

Many times i have
asked my doctor to
visit me in my house
instead of going to
his office

goes to the doctors
office to book an
appointment

look for the nearest
doctor / hospital
online

forgets to take
medicines

MedRec : Health care p

Says

we manage our
patients data through
papers and documents

if the patient doesnt
bring his medical
folder with them, it
takes up time to find it
in our archive

the patients lose track
of the directions we
give them

sometimes I give the
patient a list of notes
containing steps or
tests to be done to help
them remember

sets daily task that
needs to be done

give the patients
updates about their
medical records and
conditions

takes blood samples
and send them to the
lab

explains the process
that the patients
need to follow in
different cases

We have so much data
in paper and that make
is hard to start using
some software

the records searching
period takes a lot of
time and energy

I get patients from other
hospitals, and without any
records, we have no idea
about their previous
conditions

sometimes we need to
share our patients
records with fellow
doctors / health care
providers

recieve calls from
patients to answer
their questions

books patients
medical
appointments

brings the needed
medical lab results

write recomandations
and notes for the
other medical staff /
labs that are working
with the same patient

patients record should
be easily accessed and
managed

we try our best to keep
the patients informed
of everything related to
their cases

most of the time we
give blind appointment
without knowing
anything about the
patient

I'would love to check
the upcoming
appointments before-
hand, so i can prepare
for it

manages front desk
and fills patients
informations in their
medical records

fills insurance form
for the patients or
their family members

manages patients
important medical
dates and notifies
them when needed

updates the patients
prescriptions
according to the
patient’s needs

drugs and medicine
lists get updated all the
time and its hard to
keep up with it

i am not using any
software to manage
my patients clients
because i will have to
teach it to my staff

some patients have
special requests when
it comes to booking an
appointment

sometimes we forget
informations that we
note about our
patients,

health care providers
too, need some time
for family, i would love
itif i can chose when i
can be contacted

Request results from
the medical lab

asks the patients to
do lab test of all kinds
(blood tests, X-rays,
imagery .....)

uses exel and physical
papers, documents to
construct the patients
records

prepare requirements
for each upcomming
appointment

Says

I usually look for
doctors in google
maps to know where
they are located

After getting a
prescription from my
doctor I try to look
the drugs up but i
cannot always find it

I have many bookings
, keeping track of the
dates can get hard

I forget to take my
medicines all the time

tries to find the rating
and people’s opinion
about the hospital /
doctor before booking
the appointment

looks for the doctors
number

forgets dates of
appointments and lab
test / results

it takes time to get
the medical test
reports and take
them back to the
doctors / hospital

Idon't always have
time to accompany
my family members
to the doctor /
hospital

I can't use technology
that is why i dont use
any digital solutions

I have many doctors
and i find it hard to
know which doc
belongs to which
doctor or hospital

calls the doctors office
to book an
appointment

ask friends and family
to recommand a
doctor to them

do not use smart
phones / computers
due to lack of tech
knowledge

I have a back pain, so
it is really hard for me
to keep waiting in the
waiting rooms

After getting a
prescription from my
doctor I try to look
the drugs up but i
cannot always find it

it takes time to get
the lab results, that
can be frustrating

when i get my lab
reports i dont quite
understand them
since they are full of
numbers

goes to the medical
lab to get the results
requested by the
doctor

helps family members
with their medical
processes / medical
records

Looks for the doctors
directions and notes

the weekends are a
really bad time to be
sick since the
majority of doctors
take the weekend off

Ifind it hard to keep
my medical docs
organized (reports -
test imagery -
vaccinations etc....)

I wish we could
contact the doctors
even if they are not in
office in case of an
emergency

take medicines
prescribed by multiple
different doctors

how can I stay
updated about the
latest drugs updates

a well informed
patient can help
lowering the time loss

I should help my
patients by giving
them directions and
an idea about
processes they need

disappointed when a
patient's record is
missing,

puzzeled while trying
to prepare for the
upcomming
appointments

frustrated while trying
to manage their time
effectively

how to get to the
nearest hospital

how can i find a
doctors number. does
my doctor have any
other means to
contact him/her/them

can i call my doctor
just to ask about
something

regated

Puzzeled about which

doctor / hospital to
chose

upset about lab results

taking too long

switching to another
method of managing
patients information
can be hard and time
consuming

switching to a digital
solution will lower my
office supplies needs

having an idea about
upcomming
appointments can
help me provide a
better service

Blessed for helping
their patients to get
better in term of helth
and in general

anoyed when a patient
is getting transfered to
him without previous
medical conditions
record

tired after a long day
of work

pain in eyes when
looking at screens all
day at work

MedRec : Patients Empathy

ifi go to a hospital,
will i be able to find
any doctors available

will the appointment
booking process take
so much time ? how
long will i have to
wait?

how can i find advice
online, is there
anyone i can talk to
about my medical
concerns

Tired of moving

arround and preparing

papers each time they

need to visit the doctor

angry about
themselves for not
taking the medicine in
the right time

Relaxed after medical
consultation and
review

roviders Empathy Map

Thinks

how can I help my
patients make the
switch to digital
record

Time with family is
important

how to explain the
process once and
share it with every
patient

doctors should stay in
contact with their
patients all the time

Feels

Optimistic about the
future of medical care
system

frustrated when not
able to set bounderies
between work time
and family time

enjoys free time with
family and friends

calm while diagnosing
their patients, or

informing them about
the medical conditions

Map

how can i provide my
patients with an
easier to understant
diagnosis

access to patients
medical records
should be more easy
and fast

too much blue light
from the screen will
damage my eyes

the appointment
process should not be
stressing to patients

Valued when helping
their patients
understand the
medical their or their
loved ones’ conditions

happy when giving
people directions
about the process they
should take

insecure about their
knowledge when it
comes to keeping up
with drugs updates

Think

am i forgetting any
papers or documents.
will i need any wheni
get to the hospital

what should i tell my
doctor when i get to
the hospital

how bad is my
condition, will i be
able to recover fast

Feels

tired due to illness

afraid to start all the
medical processes
alone

exhausted in the
appointment booking /
waiting process

vulnurable while
sharing their personal
medical records

how much money will
ineed, do i have
enough with me.

did the doctor
request anything in
my last visit?

will the doctor i am
talking to be able to
help me

feeling sick and energy
free

depressed for not
knowing what to do
and what comes next

unsure about medicine
dosage and role

guilty for not taking
care of their health

managing my
meeting and
appointments and
notes in one place is
something i wish for

how can i maintain
the patients trust
through the whole
process journey

everyone should get
his body checked at
least once per three
months

young people dont
pay the same
attention to their
health as the elderly
people

Happy when they can
provide help to their
patients

satisfied when sharing
their knowledge with
other doctors or
health care providers

motivated to work
when seeing the
impact on others
health and lives in
general

how will i get to the
hospital?

how long will i have
to wait in the waiting
area?

is my family alright,
did they forget to tell
me something that
the doctor mentioned

how far is the hospital

from my current
position

bored in the waiting
area

Lost when it comes to
the process of
preparing the
documents

Encouraged while
talking to the health
care providers

healthy after seeing
the doctors results



