WHE
N THE CUSTOMER IS STRESSED

emotional triggers. (See the exhibit :53&55

those emotions. The process can range from the
the Customer’s J ourney.”)

mEU_.m (surveys, focus groups, interviews) to the so-
phisticated (controlled experiments and experience
mapping). The purpose is to encourage customers 2 Respond Early to Intense Emotions

to vmovm and express their deep feelings about the  In times of duress, the impressions left by servic
mmanm and to voice needs, concerns, or hopes that providers are long-lasting and can heighten Em
might not otherwise surface. impact of a service experience, for better or So_.mm
_ Open-ended prompts about common frustra- A failure to recognize and quickly respond to z..m.m.
tions can be particularly revealing: “Describe the emotional states leaves customers feeling mnm:.m“.
worst experience that you or a family member ever frustrated, powerless, and ignored. Here are sg 5
had when using this type of service.” “If you were tactics for avoiding those feelings: o
the CEO of this organization for a day and could Prepare customers for what’s next. Many

make b.cmﬂ one improvement for customers, what high-emotion services are long-term and includ
would _.n be?” numerous discrete experiences of varying inte; 1
; me: used patient focus groups to inform the de- sity. Not knowing what lies ahead is a major moE.n= ¢
Mww_.ds MM .nG nﬂ:nm_. center. _.WQ. instance, breast cancer  of anxiety for customers, who often imagine s.oam.
= mmnu mm.“h th. been diagnosed or n@mamﬁmn_ onat case scenarios. “With cancer, there is a sense of
ow they would design the center  urgency,” one patient commented. “Everyone is
upset when waiting for the diagnosis. As a patient,
N Z |‘|_ z m) D eOTT you want to know ‘What’s the plan?” Something is
@b I REOD l m growing inside you. Let’s get on with it
_ Z @ D m m m N O 7 ; m | ﬁ o N Consequently, attending to customers’ needs in:
U D O/\‘ : L ,! ) ; oyl w :5&.& anw:md ?m:dma is crucial to moderat-
D m E m > D m LOI .,ﬁ ( \ ,,\\,A Em. their emotional intensity. In many areas of the
& - United States, newly diagnosed cancer patients
\D/ Z U O \y ﬁ | H F | m_ T E have to wait several weeks or more to see various
‘ Z ‘U>O|\| O ﬁ > m m U/\\ ~C - T specialists m:m begin treatment. In stark contrast,
WACEE m»ﬁ |CE  ntermountain Healthcare offers a comprehen-
ﬁo E w mﬁJl_H DA ﬁx P e sive set o?dma.mn& appointments over the course
EEnt, ClpveAY ( o >5[ ofoneday, typically within a week of the diagno-
sis. Patients and their families sit in one room dur-
‘ ing their “multidiscipli inic”
if money Em_”m Jo object. The vast majority said it members of the care MEMNMNVM M“Wh% vw MHMMWM
mroEn.u not be inside the flagship hospital, which they  a medical oncologist, a radiation ounomommmn a &”
perceived wm.m complex, scary, and inconvenient etician, a social So},ﬁ and a nurse .ﬁwmm:m:wi.
place. mw Bellin designed a freestanding facility and  gator”) individually nowdm to them. At the end of
located it offa major highway several miles fromthe  the day, patients receive a s:.Emn.n re plan that
hospital. The center houses all oncology and admin-  includes scheduled appointment e
istrative staff members and provides comprehensive Timothy Crowley and Alex Emw logists
and coordinated care. (The health system branded  at Marin Cancer Care, a private w MMmﬁ osﬁn 2 n_mmwm it
its service as the Bellin Cancer Team.) The facilitynot ~ Francisco, stress EM im o:wu . M m%: - nal
only makes it easier to deliver efficient service but  touch in the initial Bm%. :.nw_o : m.nmnmowm_.
also offers a calming experience for patients: easy  he or she has received SEM.E: > _uwcmum : is
parking; serene design using soft colors, stone, wood,  high, and I'try to get patie mn _mmmmm_m. >=M$€E »
and natural light; and a garden visible from the in-  Crowley says, 1 meME sﬂ_ mﬂwo t 4 e adeep nnm_wmnw
fusion room. Without patient input, Bellin would  through what treatment : mmo_:m, i d
have followed a consultant’s recommendation to  reas: s may be InvaliE
; . 3 : sure them to the degree possible. You never
simply add a cancer wingtoits hospital. want patients to feel rushed” M or addgpeLl
mo_:zm_mocmmmmxvm:muamamuvam_.:mzm:mm__fano:msisnrm. . .mﬂ.Nmm_. 2 W_.mr
m@.o:no_umzm_.Em:ﬁ@mnmammvonaS_um:mzﬁm_mnmww:osmzvs_.nfrm Uw%m:ﬂ MH_M .mﬁ: ”M m_m“ : _
mman.
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Cancer Joumey River Map
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. of every stage of a long-term ser-
i : can heighten emotions—so
nity foran organization
& confidence- It is important to ex-
ct from each stage. Provide thein-
customers candigestat their own
e most jmportant aspects. Instill
arent, reassuring communication.
tent’s first chemotherapy or radia-
5 off members of well-run cancer
T0CESS step-by-step and answer

1deally; the staffer who educates the pa-
S 5

toexp®

firstone to take advantage of the established
4 about his first chemotherapy  capturing customers’ full em
%rou%wnmsﬁmnm:ma.. :EE&%EP?:»S Bellin Health uses an innovative technique from q.rm Karma |
1 was dealing with. Tfelt armed withwhatthe  Group called RiverMapping to better understand its patients
o 1 remember feeling positive  cancer journeys. Patients receive detailed instructions on
<wong, Being prepared made it muchbetter?  how to draw a map of the twists, turns, obstacles, turbulence,
The North Shore-LIJ Gancer Institute, oneof the  and smooth waters they experience.
stproviders of CAncegiete il S el Trained facilitators discuss the
givesTadidon pallegis .mva il maps with patients and have learned,
atment rooms in advance. $
for example, that patients see how a
doctor or a nurse treats their families
as an indication of how much the
provider cares about them. Patients
often include aspects of their personal
lives, such as trouble with work or
relationships, and nonclinical care, such

otional processes is challenging.

o had taught !

The gynecologic oncology patient who
e created the RiverMap shown here
members OUIS O drew rapids to express the stress of
» explains Magdalena Ryniak, the director of s
5».? @GFEm. g ; § o with skin damage from radiation
patient care services for radiation medicine. ;
fe; X treatment. She drew more-violent
Another critical phase that requires prepara- S e moeting with
tionis the end of treatment, which may generate 12p B0 «uno Hoonls ﬁ_‘mmmﬂam:n
amixture of relief and deep anxiety. Even patients Mz om mo Mo Hmmn S
whose cancer is in remission may be emotionally A Sy m. i : : i :
hall : : gone—a surprise that prompted Bellin's as patient registration, in their maps.
challenged by the fear of recurrence, the impending hi T e
it - This can be illuminating for clinicians.
eir medical support network, and, possibly,
thestigma (real or imagined) of having cancer. Many
uwh.vmsmmzm cancer centers offer formal survivor-
NA ip programs, which in 2015 became an accredita-
o § 2 : 4
: i wm.smma of the American College of Surgeons is often impossible. S
Ommission on Cancer. toring. They can occur for any number of reasons:
Bell B ; jcati
smzwwz Was an early adopter. At the end of treat- surges in pain, severe side effects from Mwm%mao?
»Its patients meet with a nurse practitionerwho  changes in physical appearance due to the disease
d stress (from having

Specialivac: .
Mmmsﬁmm incancer aftercare, “The end of treatment  or to treatment, family-relate
wh “ichablemoment says Patti Marquardt,anurse 1o tell children that their father has cancer, for ex-

ini : 5 . .
ep_ministers the program. “Patients say, T've sur- ample), financial pressure (even for patients with
& tl

staff to probe why she felt this way.

potting spikes requires moni-

Mu“mnmwm ! got through it. How do I stay healthy?”” health insurance, who may be =:wMWSHMMmMM MM
ng they Teceive take-home information summariz-  Whose insurance may Eww coverace re mzrmu N
10 seek ammﬂ_m:ﬁ symptoms of recurrence, when drug), and “bad news days, suc ma
gmswmmsmas.a help, ways to manage physical patient Hmad.m that the cancer has MMMMwn.m L
EZ%%MM fe planningsTECHREE A Eomnmmm:wm MMMM MHMMM»M% to keep tabs on
Monis .o Teceive the summaries. ister comprenensiv :
mxmsn_ﬁ”oq for emotional spikes. Predicting their patients’ .Eémﬁa and mBoaosuMMMMHEM HMMM
hena customer’s emotions will intensify Clinic’s Phoenix campus was among
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