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PURPOSE

The purpose of this project is to holistically understand
patient experience of the Louis Stokes VA Medical Center.



VISION STATEMENT

“Our vision is that the Cleveland VA will be a Department of Veterans
Affairs innovative leader in providing health care and other services to
our Veteran patients and other constituents.” (Louis Stokes Cleveland VA
Medical Center)

MISSION STATEMENT

“To provide high quality, technologically current health care services in a

compassionate, humanitarian and ethical manner within a multi-centered

environment which promotes strong research and educational programs,

in affiliation with Case Western Reserve University School of Medicine.”
(Louis Stokes Cleveland VA Medical Center)




John Dewey, “Art as An Experience.”

AN EXPERIENCE
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Figure |: John Dewey, “Art as An Experience.
”Our understanding of An Experience based on “Art as an Experience”.
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Figure 2. Erving Goffman, “Facial Engagements.”
Interpretation of how people interact with one another based on Erving Goffman’s “Facial Engagements”.



Research Method: Phenomenological Observations

Purpose - To understand user experience from
the perspective of patients, medical staff, and
visitors within the entranceways of hospitals.

Phenomenological Observations at Respective
Hospitals

The Cleveland Clinic
Danielle: 8 times = 10 hours total
Rob: 5 times = |12 hours total

University Hospitals
Nora: 3 times = 6 hours total

Julie: 3 times = 6 hours total

Louis Stokes VA Medical Center

Chris: 4 times = |1.5 hours total
Evan: 5 times = |3 hours total
Rob: | time = 2 hours total
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I. LACK OF INTERACTIONS AND MOBILITY

Findings based on observations and feedback from veterans led to issues

concerning interactions and feelings of immobility. The wheelchairs had an
overwhelming presence within the vestibule, at times appearing to block
one’s way and observations of staff having difficulty “unnesting” them.
The revolving door can impede ones’ actions by intermittently stopping,
without notice, causing users to feel intimidated, frustrated or even
frightened. Overall these issues lead to difficulty navigating within the
interior space.
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Rearrangement of
wheelchairs would allow
for more interaction by

activating the space.



The smell of smoke pervades the immediate interior of the vestibule from
the designated forecourt smoking area. Further inside, the dysfunctional
Heroes Memorial Fountain can be disheartening to patients, visiting relatives
and friends. Sonic and visual noise contribute to the emotional state of the
patients, visitors and staff in the environment. Wheelchair placements lead
to feelings of sadness, loneliness, isolation, emptiness, being unwelcome, and
immobile.
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I11. INSTITUTIONAL IDENTITY AND PROFESSIONAL IMAGE

Smoking is an unhealthy habit, unintentionally made a prominent feature of
the institution that dedicates itself to excellence in health care. Similarly,
wheelchairs connote ill health amongst other negative connotations.
Through direct interactions, staff appear to be unaware of what may seem
to be basic protocol. The Heroes Memorial Fountain’s not functioning

can be seen as subtly disrespectful towards those that served, and their

families or beneficiaries.




Problem Statement:

The user experience of the Louis Stokes VA Medical Center,
specifically the entrance area, does not convey an effective,
health-promoting institution; inattention to aesthetics,
including sensory qualities and interactions within the specified
environment creates unsuitable connotations, impeding users’
emotional, intellectual, and practical experiences.
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Age

Gender

Place of Residence

- " Marital Status
Current Military Status

Branch of Military

Deployments
Education

[

Preliminary User Profiles

Primary User Profile: Patient

45-75

Male (nearly 100 %)

Northeast Ohio

Married (with children)

Veteran (other than dishonorable discharge)
Marine Corps, Army, Navy, Air Force, or Coast
Guard

0-4+

High School Diploma, Undergraduate, Graduate
or/and Doctoral Degree

: Secondary User Profile: Medical Staff

Age

Gender

Place of Residence
Work hours
Education

Occupation

Income
4 Family
Technology

Tertiary User Profile:

Age

Gender

Place of Residence
Work hours
Education

Income

Family

Technology
Relation to Patient

25-65

Male/Female

Northeast Ohio

35 - 60 hours per week

Undergraduate Degree, Graduate, and/or Doc-
toral Degree

Medical Doctor, Nurse

$30,000 - $235,000

Single or Married

Moderate to Advanced Experience

Visitors + Families

25-65
Male/Female
Northeast Ohio

20-40 hours per week

Parents-Bachelor’s or Higher; Children - None to
Higher Ed.

$20,000 - $75,000

Single or Married

Moderate to Advanced Experience

Friend or Family
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Preliminary User Profiles

Primary User Profile: Patient

Age

Gender

Place of Residence
Marital Status

Current Military Status

Branch of Military

Deployments
Education

|l

45-75

Male (nearly 100 %)

Northeast Ohio

Married (with children)

Veteran (other than dishonorable discharge)
Marine Corps, Army, Navy, Air Force, or Coast
Guard

0-4+

High School Diploma, Undergraduate, Graduate
or/and Doctoral Degree

Secondary User Profile: Visitors + Families

Age

Gender

Place of Residence
Work hours
Education

Income

Family

Technology
Relation to Patient

Tertiary User Profile:

Age

Gender

Place of Residence
Work hours
Education

Occupation
Income
Family
Technology

25-65

Male/Female
Northeast Ohio
20-40 hours per week

Parents-Bachelor’s or Higher; Children - None to

Higher Ed.

$20,000 - $75,000

Single or Married

Moderate to Advanced Experience
Friend or Family

Medical Staff

25-65

Male/Female

Northeast Ohio

35 - 60 hours per week

Undergraduate Degree, Graduate, and/or Doc-
toral Degree

Medical Doctor, Nurse

$30,000 - $235,000

Single or Married

Moderate to Advanced Experience




REFOCUS TO WAITING TIME

CHANGING OBAMACARE WAITING
DEMOGRAPHICS INSURANCE EXPERIENCE
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Phase 2

Spring Semester

PURPOSE

To improve the quality of waiting time
from the perspective of the patients, family
members, and visitors within the primary

care process at the Louis Stokes VA Medical
Center.
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“Waiting is necessary: time to plow, time to sow, time to harvest.”

- J. Hampton Keathley I
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Experience

Perception

Event

Action

Experience \

Anticipation Waiting Situation Anticipation
conscious/subconscious conscious conscious/subconscious
Duration

Figure 3. VA Team, Understanding of Waiting Time Before Research

Actions and Events change perception of progress of time and experience




Temporal Experience <

Figure 4. Synthesis of various readings
Interpretation of how people percieve time
based on readings from Richard A. Block.
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temporal information
non-temporal information
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Uncertainties may lead
to places for discovery
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Temporal Characteristics of Characteristics of Activities During
Judgement Time Period Experiencer Time Period
simultaneity, successiveness, events (cognitive or fixed (sex, race, etc.) effortless/effortful
rhythm, order, spacing, external), number, changeable (personality, interests)
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Quantitative CONSCIOUS
and Qualitative Space ——> Distinction of
Information Simultaneous/ ldentical
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Figure 5. Henri Bergson,“Time and Free Will.”

Understanding of how people percieve time.
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ENVIRONMENTAL

HOLISTIC

INTERNAL

DIMENSIONS ENVIRONMENT MODERATORS RESPONSES BEHAVIOR
Cogn!tlve Approach
Emotional Avoid
Physiological
Employee
Ambient Response
Conditions Moderators
Employee
Responses
| Social Interactions
Space/Function Per:cewed > Between and
Servicescape | Among Customers
and Employees
Customer
Responses
Customer
Signs, Symbols & Response T
Artifacts Moderators
Cogn!tlve Approach
Emotional .
Avoid

Physiological

Figure 6. Mary Jo Bitner,“Servicescape: The Impact of Physical Surroundings on Customers and Employees.”
Interpretation of a perceived service environment and the factors that influence it.



/_

Inception

Percieved Environment (Physical and Mental)

Strategic Framework

Experience of Waiting Time within an Environment

/- Waiting Time Experience

Person-Interface
Interaction
A

Qualitative Time

. Initiation

PERSON-PERSON

INTERACTION Maintenance

e o o e ¢ o ¢ Quantitative Timee © © o

Leave-Taking

\

People-Environment
Interaction

Aesthetic

— Intellectual

\

- Practical

°
°
L

Aesthetic

/

_>|n‘te||ectua|»coo-o-o-ococ

Practical e

Aesthetic

— Intellectual

\

Practical

Development

Person-Interface
Interaction
A

PERSON-PERSON
INTERACTION

\

People to Environment
Interaction

Initiation

Maintenance ——p Intellectuale  * * «Quantit

Leave-Taking

Aesthetic
— Intellectual
Practical

Aesthetic

\ Practical

Aesthetic ,°

— Intellectual

\

Practical

Qualitative Time

ative Timereee @ o
L]

> (=)

Fulfillment

/

Figure 7.

VA Team, Strategic Framework Map.

This framework is synthesized from previous theories. It provides specific aspects to observe that
can affect waiting time within the atrium moving forward.

Action



ISSUE MAP: THE LOUIS STOKES VA MEDICAL CENTER

DESCRIPTION

INTERPRETATIONS

ANALYSIS

CONCLUSIONS CONCLUSIONS ANALYSIS

Research Method:
Phenomenological Observations

Aspects of Observations

People to People Interactions
People to Interface Interactions
People to Environment Interactions

Phenomenological
Observations

Louis Stokes VA Medical Center
Chris: 2 Times = 4 Hours
Evan: | Time = 2.5 Hours
Rob: 2 Times = 2.5 Hours
Chad: 2 Times = 2.5 Hours
Amber: 2 Times = 5.5 Hours
Will: | Time = 2.5 Hours

Total Hours of Observations:
19.5 hours as of April 28th, 2014

INTERPRETATIONS

DESCRIPTION



ISSUE MAP: THE LOUIS STOKES VA MEDICAL CENTER
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AREAS OF ISSUES

1. SPATIAL CONSIDERATIONS AND OBSTRUCTIONS

The VA Medical Center provides a place for waiting instead of a place for
an opportunity for patients, visitors and staff to socialize. They provide an

environment that creates obstacles for interactions and activities to
occur while waiting. These interactions and activities take attention

away from temporal information.




1. LIMITED PHYSICAL AND INTELLECTUAL ACTIVITIES

The VA Medical Center provides limited activities for patients
and visitors. This may cause patients and visitors to come to
the VA Medical Center unprepared to wait. Patients and visitors
not participating in activities that provide stimulation or information will
negatively affect the quality of waiting time.

/E\CTION
\might
tional

actions for



-}

e ™

I1l. PRIMITIVE FORMS OF COMMUNICATION

The VA Medical Center uses primitive methods of communication
between staff, patients, and visitors. This primitive communication
forces the patients and visitors to wait within a confined space, limiting
the activities available to them.The flow of qualitative time is also
disrupted through the repetition of communication.These two factors
bring temporal information to the forefront of the mind with negative
impact on the experience of waiting time.




IV. UNINITIATED SOCIAL INTERACTIONS

Despite similar military backgrounds, quality interactions between
patients, visitors and staff are not being initiated. Uninitiated social
interactions create unsatisfactory experiences that qualitatively
affect waiting time.




ISSUE MAP: THE LOUIS STOKES VA MEDICAL CENTER
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AREAS OF ISSUES

Spatial Considerations and Obstructions
Environment creates an obstacle for
interactions and activities while waiting.

Limited Physical and Intellectual Activities
Limited activities provided by the VAMC to pass
the time.

Primitive Forms of Communication
Primitive forms of communication between
staff, patients and visitors when waiting.

Uninitiated Social Interactions
Quality people to people interactions are

essential to the waiting experience within
the VA Medical Center.
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PROBLEM STATEMENT

Specific spatial considerations and
obstructions, limited physical and
intellectual activities, primitive
forms of communication, as well as
unintiated social interactions, create
unsatisfactory experiences that
qualitatively affect the experience
of waiting time, especially within the
atrium.



MOVING FORWARD

Collect Evidence Primary Care Process Issue Map Revision
Continue Observations Shadow team member through Revisit evidence, areas of
& primary care process from Issues, concrete issues and Center to |
Conduct Interviews inception to fulfillment. refine problem statement. patients
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Concept on Solutions
Provide ways for the VA Medical

mprove waiting time for

, families and visitors.

e e

¥

User Profiles Refine Strategic Personas
Refine User Framework Develop Personas to
Profiles Incorporate Bergson, Block tell story of the waiting
and Bitner into framework. experience.

\_

Scenarios
Develop scenarios to
show how concepts can be
implemented.



CONCLUSION

The community of veteran patients, families/visitors, and staff
make the Louis Stokes VA Medical Center unique compared to
other healthcare facilities. Creating a system that initiates social

interactions between them are essential to improving the quality
of waiting time during the primary care process and the overall
success of the Louis Stokes VA Medical Center.




