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+ All had a visit toa VA

| | facility in the last

60 days

Average
. age

.. Diversity

Race/ethnicities represented:
African American, Multi-Racial,
Caucasian, Asian-American/
Pacific Islander

Enlisted

& Officers
@ Represented

/A Saw providers in
the primary care

clinics
070 Servedin
combat

0 Geography

Many served in North Carolina,
Alabama, Virginia, Pennsylvania,
New Jersey, Ohio, Texas,
Germany, Korea, Iraq and
Afghanistan

Yo Saw providers
inthe women’s

health clinic

Average years
. served

ﬁ u
g Occupations

Military Occupational Specialties
(MOS) include range from
finance, personnel records,
logistics, communications,
healthcare medic, dental tech,
interrogator, drill sergeant,
military police, geospatial intel
analyst, aviation operations,
chemical operations, clerical,
machine maintenance
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Video - Here’s What We Heard

https://www.youtube.com/watch?feature=youtu.be&v=LEL PI
HhDiO&app=desktop
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Insight

Mindset: In good hands from the start

-

« Many women arrive without
knowing what to expect

» The thought of the unknown can
be challenging

 Women Veterans need VA staff to
empathize and respond to their
vulnerability
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U.S. Department
of Veterans Affairs

VA WOMEN VETERANS
PATIENT EXPERIENCE
JOURNEY MAP

Veterans Health
tration

Patient entry
and exit points

A v

Decide on Sehiediile Wait and Navigate Complete
need for appointment JLPLERALE for through labs or visit
appointment | °°P €Nt Fappointment facility with friends
° Helpful
o Veterans 11 Socializing
L ¥ Travel benefits with buddies
¥ BRIGHT e Talking to a “Welcome ¥ Appointment Friendly
SPOTS trusted helper | to VA" call reminder @) Valetparking & greeters 1. Helping others
O PAIN °Receiving Outdated @ concellation @) Traveling Unhelpful
POINTS incorrect information long distances | signage
information onwebsites ° Long delay
until © Finding Not getting
(7] Losing Not getting appointment parking consistent help
insurance through on from VA staff
the phone
@ Not Unwelcoming
registered Not having environment
for VHA' need addressed
Not getting
atimely
appointment
This moment matters to me because
1
I need guidance about how to care for myself.
| want to be proactive about my health.
This interaction sets the tone of my whole experience.
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BEFORE VISIT ARRIVING TO FACILITY DURING APPOINTMENT ‘
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JOURNEY PHASE
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Meet with

care provider i

©0
11 Socializing
Learn about Q Scheduling with buddies
£X Kiosk @ sociolizing additionol routine L
check-in with buddies resources follow up .} Helping others
@ Lackof © Lackof status Limited time €) Skipping () Navigating ;L Long wait
privacy updates Retelling this step :;J m e f times
3 history s
° Unfriendly € Uncomfortable, £ Uncomfortable
VA stoff environment lo connection © waiting environment
with provider for next
o Cann?lled °Feeling unsafe ek of iohald oppointment () Feeling unsafe
apeoitaeny > health options
Long wait
times Treatment plon
changed with-
out explanation
Feeling
overmedicated

Ex y Follow up
ilit / on visit

° °
[ m
A ¥ Mail order Talkingtoa {7 Talking too
1. Travel benefits | prescriptions trusted helper  trusted helper
° ° Scheduling Unclear © Conflicting
° specialty care next steps advice
preti ing
to mail order test results care without
prescriptions VA support
Getting ahold
of provider
Getting lost
in handoff
Referral to
non-VA care

This moment matters to me because

This moment matters to me hecause

1]
| don't want to start over at every visit.
| don’t have enough time to go through my history.

My provider, appointment or treatment plan changes without notice
ing me di and ing my time.

| don't trust you if you are not sensitive to my situation.

Connecting with women Veterans gives me support | need to feel well.

| can get timely specialty and women’s health
care near where | live.

When | am referred out of VA for care, | can
trust VA to cover the costs.
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Insights

Key Themes

Theme 1: Women need empathy, compassion, respect and responsive customer
service at every step of the journey.

Theme 2: Women need to have a connection with their provider, healthcare team
and other women Veterans.

Theme 3: Women experience unequal care by facility, gender and VA employment
status.

Theme 4: Women have specialty care needs that are not easily addressed in the
current VA structure.

Theme 5: Women Veterans are eager to be involved in the design of patient
experience improvements at VA.
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Future Design Opportunities

MINDSET THEME 1 THEME 2 THEME 3 THEME 4 THEME 5

Ingood Empathy, Building Addressing Addressing Designing
hands from compassion lifelong nequity women’s with women
DESIGN the start &respon- relationships specific Veterans
QUESTION siveness needs
How might we set
o p expectations with
women Veterans so
they understand what ° L4 ° L4
services VA can offer
them?
H might facilitate m iti
ow might we facilitate more positive

women Veterans access ° ° ° Y Y

the services available

relationships between providers and women
patients? P o | o

among VA staff?

How might we resource
the supply of providers
to meet the demands of [ [ [ [
our women Veterans in
the community?

How might we set expectations with women

administrative demands
and optimize face time

Veterans so they understand what services VA e ° | .
can offer them?

Veterans’ needs?

How might we facilitate
more positive relationships ) ) ) ®
between providers and
women patients?

How might we facilitate
apartnership with DoD
where women Veterans [ ] [ ] [ ] [ ]

How might we create a culture where women

military installations?

feel equally appreciated as patients?

culture where women ) ) ) ) ®

feel equally appreciated
as patients?

How might leaders be
more visible and reflective [ J [ J [ J [ J
of the population?
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The way we treat Veterans
today is the reason they will
choose VA tomorrow.

v DomT #ave T© Do 17 on YOVR cwn.

SOMEONME (5 LOSKINE ouT FOR Neou. Y ouR

HEALTH 13 (MPoRTANT. AND VoU'RE Juw NeT
ANOTHER MDUMBRER .




