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Abstract: Patient journey mapping represents a visual approach to
documenting and analysing the experiences and stories of patients as they move
through healthcare systems. Journey maps can also diagrammatically illustrate
how patients interact with other stakeholders, systems and organizations
throughout their journey. In this special issue a variety of innovative and
scientific approaches to mapping the patient journey are described. The
methods range from development of journey maps based on observation and
interviews, to developing maps based on results of evidence-based literature
reviews as well as from case studies. The outputs of the mapping may include
an improved understanding of patient experiences, issues and problems
encountered as well as the identification of opportunities for improving the
healthcare process, patient experience and health outcomes. In this issue a
range of health-related applications are described in order to illustrate the
potential of the approach for improving complex domains such as healthcare.
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1. Introduction

This special issue of the KM&EL is dedicated to showcasing advances in the use of
journey mapping techniques and methods for improving healthcare processes, patient
experience and healthcare outcomes. Patient journey mapping holds considerable promise
as a method that allows for visualizing and analysing processes involved in complex
domains such as healthcare using a variety of diagramming techniques. As described in
the papers in the issue, the journey of the patient, their caregiver and their providers as
they interact with and move through the healthcare system can be complicated and may
be viewed from multiple perspectives, including from the lens of the patient, the
caregiver, the health professionals involved and the healthcare system itself. Furthermore,
there is much to learn from considering the same journey as viewed through multiple
lenses in arriving at a clear description that highlights the complex interactions of
different stakeholders in healthcare, as described by Parush and colleagues (Parush et al.,
2014; Parush, 2019). The movement towards patient empowerment and increased
involvement of patients has spurred work in patient journey mapping in recent years
(Eysenbach & Diepgen, 2001). In addition, the move towards a better understanding the
needs, understanding and role of patients and citizens alike in their own healthcare
processes has become a major research area within the field of consumer health
informatics and the study of eHealth literacy (Monkman & Kushniruk, 2015; Kayser et
al., 2015).

Patient journey mapping has evolved from work in user and customer journey
mapping to multiple other literatures ranging from human factors, to business, marketing
and applied psychology (Kalbach, 2016). Although there are now a range of methods
employed, the objective of mapping is typically to improve understanding and
communication of the processes, feelings and experiences of those involved in journeys
through complex domains such as healthcare. Customer journey mapping has been an
important aspect of management and has focused on the experiential aspects of
customers’ journeys (Kalbach, 2016). In contrast, other methods such as service
blueprints includes a focus on the end user’s experience, but also describe an
organization’s processes and actors. This broader perspective includes attempting to
capture some of the holistic and lived aspects of experience, personal aspects as well as
situational and contextual factors, which are essential in understanding complex journeys
in areas such as healthcare.

The visual diagrams used in mapping can provide compelling documentation that
can be examined to explore new ways of doing things by considering how processes are
currently being carried out and how they could be improved. They can highlight where
opportunities exist for improvement (e.g., in a healthcare process) or where they may be
opportunities for improving the patient or caregiver experience, as well as improving and
optimizing the implementation of processes around healthcare. It is hoped this will lead
to better patient health outcomes by identifying and rectifying issues identified in the
journey (e.g., excessive wait times for cancer patients). The approaches may also allow
for visualizing and gaining strategic insights, as well as supporting healthcare
organizations in continuing to optimize and innovate care. A general process for mapping
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often involves the stages of initiating, investigating, illustrating and then analysing the
results of the mapping (Kalbach, 2016). The outputs of this process can be used to help
end users (e.g., patients) in anticipating and preparing for healthcare processes (e.g.,
treatments and management of disease). The outputs can also be used by healthcare
decision makers, researchers and management to answer open as well as specific
questions, identify bottlenecks, conduct quality improvement efforts and fill gaps in
knowledge about what the ultimate ‘“customer” in the healthcare process actually
experiences — i.e., the patient.

2. A Range of methodological approaches

These methods typically involve explicating and visualizing the experiences of end users,
customers and other stakeholders in navigating and participating in sometimes complex
journeys over time. Nowhere is this more salient and important than in the area of
healthcare, where patients, caregivers, health professionals and managers face complex
problems, informational gaps and in some cases potentially life-threatening issues and
problems that can occur over time throughout their health journeys. This may be
compounded by lack of accurate information, lack of integration of information, lengthy
wait times, urgency and the existence of “silos” of information that may not be
integrated. In addition, with the focus of healthcare on patient-centric care, the
understanding of what the consumers of healthcare (i.e., patients) experience, feel and
understand will become increasingly critical. The papers in this issue focus on advancing
this field by describing cutting-edge work in the complex domain of healthcare that
bridges human factors perspectives with health information science, cognitive
psychology, design science and the study of information technology. The papers provide
examples of how scientific and methodological advances can be applied to improve the
validity, reliability and usefulness of mapping techniques in healthcare.

In the issue a number of the papers have focused on how information technology
can be applied throughout the patient journey from a state of being healthy, to the need
for health interventions through to disease management and recovery. This has included
work on examining how information technology and online information resources (such
as the World Wide Web) may be used along the journey by patients to improve their
healthcare journey and improve healthcare outcomes and patient experience (Kushniruk,
2019). Methods applied to obtain a scientific basis for developing patient journey maps
that are described in this issue include the following: basing the mapping on results of
scoping reviews, interviews, case studies and design thinking methodologies.

The applications of mapping discussed in this issue include how patient journey
mapping can be used to understand how citizens and patients can be informed about new
prescriptions, how the cancer care process can be improved through use of information
resources, the application of mapping for medical education, uses of journey mapping in
applications supporting assured living at home (allowing elderly and disabled patients to
live at home), and the improvement of interventions for the opioid crisis (using
innovative technologies). One theme of these papers is how information technology can
be better incorporated in the patient journey, as there currently exists a great opportunity
to improve healthcare if technology integrates into the patient journey in useful and
innovative ways. Another theme is the need to consider a range of stakeholders and
interactions when mapping out the healthcare journey, as the journey through the
healthcare system invariably is not an isolated experience, but rather typically involves
several interactions, multiple actors, many systems and sometimes conflicting objectives
and goals. Along these lines, a number of the papers in the issue focus on the perspective
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of the patient in the context of collaboration with their providers, technologies available
to them and the overall healthcare system itself. Current practices, challenges and future
opportunities for applying patient journey mapping to improve both patient experience
and health outcomes are highlighted in a number of the papers.

3. Preview of papers

In the paper entitled “Patient journey mapping: Current practices, challenges and future
opportunities in healthcare” Joseph et al. (2020) present an introduction to patient journey
mapping. The authors discuss the variations in the overall approach and types of journey
map diagrams that have appeared in the literature in the domain of healthcare. In addition,
they focus their discussion in the context of patient empowerment and describe the results
of a scoping review of literature from the healthcare literature and provide insight into
gaps and opportunities.

The paper entitled “A case study of patient journey mapping to identify gaps in
healthcare: Learning from experience with cancer diagnosis and treatment” by Kushniruk
et al. (2020), describes a unique case study and example of how patient journey mapping
can provide deep insight into gaps and opportunities for improving cancer care, treatment
and healthcare. The approach used is novel in considering a range of key factors along
the timeline of the entire patient journey, including key patient events, use of a range of
healthcare information systems and access to a wide range of online information
resources that are publically available to patients.

In considering the use of patient journey mapping to inform design,
implementation and deployment of commercial products for supporting caregivers and
patients at home, Ahn and Aghvami (2020) describe an approach to supporting
deployment of smart home technologies. In their paper entitled “Innovative care: Using
‘A day in the life’ as a tool to explore opportunities for a tech-enabled home for older
Canadians” they show how the activities of caregivers dealing with older family members
at home can be visualized using journey mapping. The use of this approach as a
collaboration and communication tool to support better understanding of user needs and
lead to improved uptake of assistive technology is described.

In the paper entitled “Opportunities for improving how and when Canadians are
informed about new prescription medications” Monkman et al. (2020) describe an
experimental study of consumers® preferences for how they would like to receive
medication information (and what type of media they prefer for presenting this). Based
on the results of the study they created a journey map of the typical Canadian prescription
process. The authors discuss the implications of this work for improving patient and lay
person understanding of medication instructions to improve current prescription
processes.

In the paper entitled “The current state of knowledge on mobile health
interventions for opioid related harm: Integrating scoping review findings with the patient
journey” Aggarwal et al. (2020) describe how they used results from a scoping review
and patient journey mapping to inform the targeting of mHealth applications and
interventions. They show how these interventions can be focused on the prevention,
diagnosis and post-recovery phases of the patient journey.

In a unique approach to the education of medical professional students, Park et al.
(2020) describe an online journey mapping exercise involving medical students and
physician assistant students. In their paper entitled “Portrait of Ms. Diaz: Empirical study
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of patient journey mapping instruction for medical professional students” the authors
describe how students worked in small groups to create journey maps for a patient case.
The objective was to teach about patient empathy skills, person-centred care and socio-
ecological determinants of health. The authors found that the exercise helped students to
empathize with patient and identify clinical as well as societal problems in healthcare
delivery and design.

In the paper “Initial steps to measurement and improvement of family-centered
communication during the pediatric patient journey of bone marrow transplantation”
Huber et al. (2020) describe their work in better understanding the needs of patient
families. Focussing on an approach known as patient- and family-centered care (PFCC)
the authors identify barriers and facilitators to PFCC through focus groups and family
participation in daily rounds. Next steps and future work in this important area are
described.

Campbell (2020) discusses a new framework for considering usability in the
paper entitled “Healthcare experience design: A conceptual and methodological
framework for understanding the effects of usability on the access, delivery, and receipt
of healthcare”. This healthcare design framework was found to be a useful conceptual
model and approach for identifying usability problems. The importance and implications
of healthcare experience design are discussed in the context of improving usability of
systems for consumer adoption.

In the paper “Patient journey mapping: Integrating digital technologies into the
journey” Borycki et al. (2020) describe how they developed a patient journey map based
on cancer case reporting. The authors describe how the journey mapping can be used as a
tool for supporting and decision making about how technologies could be integrated into
the patient journey. The implications of considering the entire patient journey for
identifying opportunities for integration of information technologies is described. The
authors conclude that patient journey mapping can be a powerful tool for guiding the
insertion of technologies into the healthcare process for supporting improved healthcare
from the patient’s perspective.

4. Conclusion

In conclusion, we hope this special issue will stimulate new ideas and approaches that
journey mapping may offer not only in healthcare, but in any number of complex
domains. By visually capturing the experiences, processes and issues involved in
healthcare in scientific, replicable and useful ways, it is hoped that methods, approaches
and applications described in this issue will motivate and spur further work along these
lines ultimately leading to improved experiences (and outcomes) for all stakeholders.
This knowledge will become increasingly important in understanding the experiences of
all stakeholders and participants involved in complex areas such as healthcare.
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