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DESK RESEARCH Manchester Triage System

Source: https://www.youtube.com/watch?v=MIIpEzyMg-Y

Number, name, colour, minutes

*1l immediate 0 S

* 2 veryurgent 10 g Red (1) discriminators, LOC
| | * Currently fitting adult * History of unconsciousness in adult or child
* Unresponsive child * Uncontrolled minor haemorrhage

* 4 standard

*5 non-urgent

* Currently fitting child * Hot (over 1 year) (T > 38.5°C)
* Moderate pain

Orange (2) discriminators

_ AT « Altered level of consciousness Green (4) discriminators
General discriminators + Child responds to voice or pain
| ‘ * Warm person (T < 38.5°C)

s Lifesthréat=ABC - Réd * Uncontrolled major haemorrhage /B -

S o } * Very hot person over 1 year of age (T > 41°C) necentamid pain
* Conscious level - fitting, altered level, history « Hot baby 0— 1 year (T > 38.5°C) * Recent problem (> 7 days) — green or blue
* Haemorrhage — exsanguinating, major, minor * Cold person (T < 35°C)
* Temperature — very hot (41°C), hot (>38.5°C), warm

(<38.5°C)

* Pain — severe, moderate, recent
* Acuteness — abrupt (seconds minutes), acute (24
hours), recent (7 days)
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D E S K R E S E A R C H Emergency Journey

(@) World Health Patient Journey Through Our Emergency Department
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DESK RESEARCH

Interior Arrangement

Source:
https://www.simio.com
https://www.who.int

https://www.youtube.com/watch?v=xdXy2evcLcl
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INTERVIEW

To understand the journey from a patient’s view, we
interviewed a student who had been to Candler Hospital's
emergency unit. We asked some questions related to the
journey, touchpoints and physical evidence.

Medical condition
Describe medical condition: why he had to visit the emergency room?
He could not hear and ear was bleeding

Place

Which hospital did he visit? Name & location

Candler Hospital-Emergency Department

5353 Reynold St

Why did you visit this hospital?

Because this was the nearest emergency department at that time
How did you get there?

His friend drove to him

Who did you go with?

With his roommate and a friend

Journey

Can you describe the process in Emergency room?

In fact, he went to the general clinic several times before going to the
emergency department and did not improve, so he chose to go to the
emergency department.

He didn’t make an appointment that just arrive there directly. After
arriving at the hospital, he lined up to the front desk to describe the
specific situation, and then the staff gave him a bracelet with his name
and number printed on it. After that, he waited for the nurse to call his
name in the hall. After calling his name, the nurse took him to the doctor's
office. The doctor asked the specific information and prescribing
medicine.

Billing

How much did you spend?

How was the billing process?

It was free because of the insurance.

No billing, give medical insurance card when registering at the front desk.
After taking the prescription, he could leave directly



INTERVIEW

Time Iitem

How long did you wait? What kind of items did you touch?
Because it is not particularly serious, he waited for almost an hour He didn't know what the names were. There were cotton swabs, alcohol,
and then there was a equipment which is similar to flashlights to

People llluminate the ears, and it had a magnifying glass in front. Also, ear spoons
Who did you meet during the process? and a machine washed his ears.

One is the staff who registered his information at the front desk, and the

other is to take him in and wait for a nurse who will collect his basic Instructions

information such as blood pressure, and then the doctor who shows him What kind of instructions did you have to follow?

a doctor in the ward. Because doctors who see a doctor will change The doctor opened the ear drops and gave him a list. There are medicines
doctors according to their needs. For example, if there is a problem with and locations on the list, and there are time to re -diagnosis.

his ears, a attending doctor adds another assistant to wash his ears.
How does the staff there?

The staff's attitude is very friendly, they asked him if there is any
uncomfortable place



OBSERVATION

Place: Candler Hospital's emergency
Date: Sep 20

Time: 18:00-18:30

Temperature: 80~85°F
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PATI ENT !J 0 U RN EY Based on the interview data and desk research
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PATI ENT !J 0 U RN EY Based on the interview data and desk research
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PATI ENT !J 0 U RN EY Based on the interview data and desk research
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PATIENTS JOURNEY MAP

From our reasearch and interview we mapped out the patients journey at the emergency department at
Chandler hospital, this gave us insights of moments that could be improved for the patient
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LAYO U T S ET U P LOGO Prototype to clalrify the scale of spcae, the size of probs
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SC RI PT We created a script for each characters and the narrative.

Roles Narrator - Priyanka | Patient - Heidi | Nurse - Wendan | Doctor - Siyun | Video - Chongyuan

Patient walks into the ER

Alice is a SCAD student who lives in SAV. One evening,
Alice was feeling pain in her ear. She touched her ears
and found it was bleeding. She panicked and rushed to
the nearest Emergency Unit.

A:“My ear is bleeding. Oh its so painful. | need to see
the doctor as soon as possible.”

Walks through the main door

Alice books an uber and leaves for the emergency.
She walks into the emergency unit and approaches
the reception desk.

: “How can | help you?”

“My ears hurt, it is bleeding.”

: “Let’s us see it. What's your name?”

“Alice Jones”

: “Great, What’s your birth day?”

“1998.03.17”

: “Do you have insurance?”

“Yes. | have student insurance.”

: “Can you tell me the number on your insurance card?”
Show the photo to the nurse. “This is my insurance card.”
: “Thank you! Please wait a minute.” Typing..... Give back
the phone to the patient.

N: “Ok, Here is your bracelet. Please wait in the waiting
area until the TN calls your name”

A: “Thank you!”

Z>Z2>Z2>Z2>Z2>Z

Go to waiting room

Alice goes and sits at the waiting area. After a while,
she feels thirsty.

She notices the vending machine and buys a bottle
of water. Alice keeps looking at her phone.

A: “Oh my god, It's 6:00 pm right now, | have been
waiting for an hour! My ear is bleeding and my throat
is thirsty, everything feels so long.”




SC RI PT We created a script for each characters and the narrative.

Roles Narrator - Priyanka | Patient - Heidi | Nurse - Wendan | Doctor - Siyun | Video - Chongyuan

Triage nurse’s
call

Alice continues waiting
until the TN shows up and
calls her name.

TN: “Alice Jones” No one
answers.

“Where is Alice Jones?”
A:“lam herel”

TN: “Come with me!”

Go to the triage place and
triage nurse would ask you
guestions and give level

Alice follows the triage nurse.

TN: “Hello, Alice. How do you feel now?”

A: “It is painful and my ear is bleeding.”

TN: “Can | check your ears?” Alice shows her ears.

TN: “Do you know when it happened and why?”

A: “This afternoon, | was at home. Suddenly, i felt my
ears pain, it was bleeding when | touched it. But | don't
know why.”

TN: “All right. Let’s have some basic exams at first.”

A: “Ok.”

TN put the blood pressure monitor on her
finger and typed the results in her computer
and puts her under the “Urgent” proprity group
and takes her to the treatment room

TN: “Follow me, Let me take you to the treatment room.”

Nurse would
take you to a
treatment room

TN: “Just wait here. The
doctor will be with you

soon”
A: “OK.

TN left the room.

Stay in the room

A few mintues later, the doctor came in with diagnostic
test in his hand.

MD: “Hi, Alice. | am Dr. Cody. | will help you treat your
ears. Can you tell me what you are feeling?”

A: “ Hi, Cody. My ears hurts really bad and its been
bleeding.”

The doctor asked her several questions about her
symptoms, medicial history and allergies.

Then, The doctor checks the areas around her ear,
nose and chest.

MD: “Okay. i am going to recommend an X-ray
examiation to make sure everything is clear. Please
wait here. | will send the nurse, she will take you to the
lab.”




SC RI PT We created a script for each characters and the narrative.

Roles Narrator - Priyanka | Patient - Heidi | Nurse - Wendan | Doctor - Siyun | Video - Chongyuan

Be called to the labs to take tests
(X ray)

A few mintues later, the nurse came to the treatment
room and takes her to the lab.

Alice took off her jewelry and puts the phone in the
tray.

A: HOK.U

Alice goes back to the treatment room

Doctor receives your test result

She waits in the treatment room for a while. And the
doctor calls her to his office.

MD: “l just received your test results, everything is
fine. Nothing to worry. Seem like you have an ear
infection. | am prescribing some ear drops and some
antibiotics. you have to take them twice in a day after
your meals.

A: “Where do | get the medcine from?”

MD: “you can pick it by the pharmacy window. Just go
straight the aisle and turn right. You will see the
phramcy.

A: Thank you Doctor!

Payment

After the dignoise, Alice went out the room
and quickly find the phramcy pick-up.

PN: “What’s your name?.

A: “Alice Jones”

PN: “OK, just a mintue. Let me get your medecines.
Here you go.”

A: “How about the other fees?”

PN: “We will send your the bill within 6 businees days
to your email. ”




PROTOTYPE BUILDING
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VIDEO
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https://youtu.be/SO87E3|tjimU
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