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At home

Before the Hospital

Letter from 
Hospital giving  
a choice of times 
to visit

Travels to 
hospital

Asks for 
directions

Letter from
Hospital giving  
a specific date

Travels to 
hospital

Asks for 
directions

Phone call 
to Hospital 
to confirm 
appointment

Looks for 
signage

Parks car Walks to main 
building

Phone call 
to Hospital 
to confirm 
appointment

Looks for 
signage

Follows signage Arrives at 
hospital

Checks online 
how to get to 
hospital

Gets lost Follows signage Arrives at 
hospital

Checks online 
how to get to 
hospital

Gets lost Walks to main 
building

Follows signage

STAGES Journey in the hospital

Journey to the hospital

PRIVATE PATIENT 
TOUCHPOINTS

STATE PATIENT 
TOUCHPOINTS
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http://bit.ly/2rwwJ32
http://bit.ly/2qXihE0
http://bit.ly/2qXpfsL

