
User goal or problem

 Rina is a single mother and works as a Software Engineer at a tech company. 

 Her company provides her with Medical insurance and her daughter is also 
covered in the plan 

“ Frustrated ”  At midnight her daughter fell sick out of the blue and her 
temperature just kept risin

 She started to panic and called her colleague to understand 
which hospital she can take her daughter t

 He suggested a hospital that he had taken his daugher to and 
is covered by their company insurance

Her goal is to see the doctor as soon 
as possible

Scenario Goals &

Expectations

User action

Opportunity

What is the user trying to 
accomplish? What is the 
problem to be solved?

What actions are they currently 
taking? How are they doing it? 
What information are they 
seeking?

What are some things that 
could improve this moment? 
Could this be skipped or solved 
elsewhere?

How do they feel in this moment?

Positive

Scared

Scared
Anxious

Anxious

Relieved

Concerned
Anxious

Furious

Relieved
Confused

Supported

Neutral Negative

Quotes and sentiment

   Phase 1: 


 Figuring out which hospital 


  to go to

Rina calls the hospital

to make sure if it 
comes under her 

insurance plan, but no 
one  picks up her 

phone as it is midnight

Once reached she has 
to wait at the reception 
for sometime and give 
her contact details and 

insurance number

She decides to still go, 
as her colleague 
informs it does 

They have to do some 
test like Covid etc 

before they could go 
meet the primary care 

doctor

They meet up with the 
primary care doctor 

and assures Rina 
mostly it will be a viral 

fever but they will have 
to do a test

Rina’s daughter gets 
admitted to the ER as it 

is the only room 
available at midnight 

and Rina is not allowed 
to be in the room due 

to Covid

During the treatment, 
Rina gets a call from 

the Insurance company 
to verify her details

Her daughter feels 
better. The nurse 

hands Rina a sheet of 
all the test that they 

done

Few weeks past and 
Rina get a Bill of 9000$ 
in her mailbox from the 

hospital

She get a notification 
on that her insurance 

has been verified

Current Scenario

Customer Journey Mapping

“ I wish there was an easier way to 
figure out which hospitals are in 
network of my insurance plan in 
such emergency situation ”


“ I hope they are not taking 
advantage of me by just 
showing me the ER room”


“They said it was in network, 
why do I have to pay so 
much for OOP - They have 
charged me 6$ for a druhg

“Thank God! It’s is network”


“Wait was so many test 
actually required, when will I 
understand the estimates 
price”


Phase 2: 


Details and Primary check up

Phase 3: 


Treatment

Phase 2: 


Verification

Phase 2: 


Aftermath

 Displaying all in network hospitals, 
physicians, drugs, pharma etc 
under the customers insurance 
plan

 Displaying all in network hospitals, 
physicians, drugs, pharma etc 
under the customers insurance 
plan

 Can be filtered out according to 
location, procedure etc 

 Community based system -
Reviews and Ratings 

 Estimate of prices before hand 
based on insurance, w/o 
insurance, procedure and hospital  

 Estimate of prices before hand based 
on insurance, w/o insurance, 
procedure and hospital  


