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Plugging in DFH:  User Experience at Emory
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Why User Experience?  Organizational Excellence!
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• Positive impact on key business goals
Strategic projects that impact the user experience often are assessed for success based on production release.  

Having a UX team assess early will ensure user goals will be met before Go-Live

• Reduced development time and cost
UX Teams can point design where users require it most, prioritizing features appropriately and ensuring critical  

features do not land in the project’s backlog

• Increased employee satisfaction, lower turnover
User engagement is an established source of user satisfaction – enabling users to be part of the design process, and 

creating a culture where users know the organization puts them first

• Reduce training & support for new staff, new workflows
Understanding where training needs to be concentrated, and enabling 

feedback cycles can ensure training is continuously improved – 

which in turn leads to less customer support call volume

• Lower risk of implementing the wrong solution
Successful UX engagements will prevent broken solutions from being

 implemented – preventing major rework cost, 

protecting user satisfaction, and bolstering organizational confidence

https://uxdesign.cc/business-value-of-ux-design-35a8039b4817

https://uxdesign.cc/business-value-of-ux-design-35a8039b4817
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Where is UX found?  

Clinical Informatics

Human Resources

Communications Research

Patient Experience

Data & Analytics

App DevelopmentSupport Services

Training PMO

Well… Everywhere!
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What we do:  Team Services
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User

Engagement

User

Insights
Usability

Evaluation

User Design

Workshops

How we listen to 
our users

How we verify for 
our users

How we learn 
from our users

How we design for 
our users
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USER INSIGHTS

“When we rely exclusively on abstractions, 
we’re guaranteed to miss what’s really going on”

- Chapter 6, Designing for Health

OR “The Stupidity of Not Listening to Your “Real” Experts”
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User Insights:  How we listen to our users
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• Survey rolled out to 1/365th of the Epic user 

population daily as an Epic start-up activity 

(embedded directly in Epic)
• Users who respond are scheduled to receive the survey 

again in 1 year

• Ability to dismiss survey (postpones survey start-up 

activity for 6 months) or ignore (will show survey start-up 

activity next log-in)

• Disclaimer states username & Epic context is 

sent with submission

• User context captured with each submission:
• Date & Time taken

• User ID

• Epic job (EMP template)

• Provider Type (if applicable)

• Site / Department

• Action taken / Score (if applicable)

• Free-text Feedback
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User Insights:  How we listen to our users
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User Insights:  How we listen to our users



USER 

EXPERIENCE&

User Insights: How we listen to our users

Clinical & Business 
Consensus Groups

Front-line
Trickle feedback

50+ subspecialty, labs, and school SME meetings designed to refine feedback and demand. 
The leaders of these CCG are ‘approved submitters’ to the Emory prioritization list.

Randomized rolling surveys to 66 unique daily Epic users through the year to collected NPS 
and open comment box. This generates valuable CRM and roll-up data about each user.

Consensus Design 
Groups

Informatics
SteerCo

Digital Experience
Councils

Digital Investment
Board = ELT

Board Groups

Aggregates feedback from CCG, support/training, and trickle feedback to develop design 
documents with input from Epic (Verona WI).

Brings informatician solution architect, expertise, and practice insight to ensure that 
business needs are met, and digital tool and roadmaps are leveraged.

Digital and Business owners co-chair experience councils serving patient, care team, 
research, financial stakeholders to vet prioritization across each domain.

Aggregate prioritization review to generate a balanced platform portfolio and allocate 
resources according to Emory strategic plan.

Oversight of Tech/Digital assets for strategic and financial planning, care quality and 
safety, risk management, community engagement, performance evaluation.

Demand

Design

Prioritize

Govern

daily

weekly

monthly

quarterly

Request

Emory Digital Governance Model
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USER ENGAGEMENT

“In many cases, stupid stuff is a direct by-product
of “one and done” design thinking”

- Chapter 3, Designing for Health

OR GROSS: “Getting Rid of Stupid Stuff”
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User Engagement:  How we learn from users  
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Reach-out example:
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User Engagement:  How we learn from users 
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Survey Replies per Day (Example)Impact of Follow Up

The number one driver of 
survey fatigue was the 

perception that the organization 
wouldn’t act on the results.

- Per McKinsey & Company

Opportunity to convert 

Detractor to Champion

Following up on NPS-based 
surveys has been shown to 
make the biggest difference 
in converting detractors to 

promoters (3X)

- CX Network

https://www.mckinsey.com/business-functions/people-and-organizational-performance/our-insights/the-organization-blog/survey-fatigue-blame-the-leader-not-the-question
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User Engagement:  How we learn from users 

On-site Rounding Transcribed Follow Ups

• Training
• App Devs

Virtually Recorded 

Screenshare

• Informatics
• Support

• User Experience
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UX EVALUATIONS

“Iteratively design and refine solutions until they are 
good enough to go live”

- Chapter 4, Designing for Health

OR “Start with the End User (and their Context) in Mind”
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UX Evaluations: How we verify for our users
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Collaborate

Design

?

!

Evaluate!

Data Analysis

SurveyingTesting
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UX Evaluations: How we verify for our users

Indirect

Analytics

Utilization Profiling

Efficiency Analysis

Support & Issue Insights

Satisfaction Variance

Pre / Post Measuring

Benchmarking

Feedback Integration

User Surveying

UX Interviewing

Wireframe Testing

A/B Testing

UX Testing

Direct 

Engagement
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UX Evaluations: How we verify for our users

How the project changed UX

Why the project changed UX

What about the project changed UX

• Overall users found a significant usability improvement with the new workflow 

across all specialties  
(Med Surg/ICU: 9% increase to “B” range of SUS, ED : 14% increase to “A” range of SUS)

 

• Measured control runs show substantial action and time savings, likely to be 

recognized as RN familiarity with new workflow improves  
(Med Surg/ICU: 22% improvement;  ED:  9% improvement)

 

• New workflow leads to more accurate charting, as RNs were more likely to 

document system assessments they may have skipped in legacy workflow  
(Med Surg/ICU: 7% improvement;  ED: 12% improvement)

Example Findings (Chart-by-Exception):
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DESIGN WORKSHOPS

“The more complicated the system,

the harder we have to work to make it transparent

and useable for the humans who interact with it”

- Chapter 5, Designing for Health

OR “Transparency and Predictability” in design
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UX Workshops: How we design for our users
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Hick’s Law: 
More choices + More complexity = More decision time
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Peak-End Rule:
Peak & end of experience matter more than sum or average of experience
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Miller’s Law:
Average person can keep 7 (+/- 2) items in their working memory
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UX Workshops: How we design for our users
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User Experience Hub
Workshop Requests

Evaluation Requests

See UX Evaluation Examples

Learn about UX Principles

Connect the UX Community

User Experience Assets

UX Events Calendar
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ANY QUESTIONS?
Craig Joseph, MD - craig.joseph@nordicglobal.com

Chris Holland – Christopher.Holland@emoryhealthcare.org
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