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I live...

My Status is...

My contact 
lives in...

In emergencies 
the !rst person I 
contact is...

I happily discuss my 
health issues with the 
following people

Ferryview Health Centre

Co-design Session Date:

Personal & family networks

Please provide details about your family and network of friends...

Name:

with my 
family

with friends,
in a shared 

house.

by myself

by myself
and I’m a  

single parent

Any other 
please 

specify...

my family 
lives in...

Who 
lives 
in

and 
is/are 
my

The reason I 
contact him/her 
is...

Working parent

Employed

Unemployed

Housewife

Retired

Other
Please specify



I take my decisions myself 
to the best of my
 knowledge

I Use the internet services...

I contact my local GP...

I use healthcare 
applications on my 
smartphone...

I prefer asking my family/ friends...

I go to my nearest
pharmacist for advice...

Pharmacist

People I ask for making a 
right decision for me...

The healthcare applications I use...

These are the websites I 
generally access...

Ferryview Health Centre

Co-design Session Date:

Networks of advice

Please provide details about where you first look for information in case of an emergency...
(please prioritize)

Name:

123

123

123
123

123



Ferryview Health Centre
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Reassurance journey...

Please create a pathway joining the phrases to illustrate how you seeked reassurance in an emergency. Feel free to add to the phrases.

Name:

When I was 
unwell...

Rushed to A&E

Had to wait for______ hours before 
being seen by the doctor

was seen and reassured...

Called the GP

Advised to
_________________

Followed his/her 
advice.

Felt better doing 
what was advised

nothing improved

Called the GP

Called the GP

had to wait for ______ days for 
appointment

had to wait for ______ days for 
appointment

A&E...same day treatment

Was askeed to drop in the same 
day

wasn’t feeling any better whilst 
waiting

Called an Ambulance

Called an Ambulance

Spoke to a friend who had 
su!ered a similiar  ailment

Didn’t bother...

Got worse

Dialled Ambulance

Got better soon

r 





The IT team along with 
Doctors Nurses identifies 
the patients who need 
the Priority Care

The admisn staff posts 
teh letter along with the 
priority card to the 
registered patient.

They inform the admin 
staff and they prepare 
the letter to be sent out 
regarding the priority card

They send out the priority 
card registration letter to 
the identified patients

The Admin staff prepares 
the priority card and the 
letter to be sent along with it 
to the registered patient

Martin receives the letter 
and decides to visit the 
surgery and register fo 
rhe service

Martin recieves the letter 
and decides to use for 
his future emergencies.

Martin comes to the 
surgery and hands the 
letter to the receptionist

Martin fills the required 
details on the form and 
hands it back to the 
receptionist

Touch Points

Background Process

Patient Actions

Person in Contact

The receptionist reads 
the letter and hands him 
a form to complete the 
registration.

The receptionists are 
informed by the IT/admin 
staff about the priority 
card.

the receptionist collects 
the form and informs the 
approximate time to 
process the card.

The receptionist forwards 
teh filled form to the 
admin staff for further 
processing

Line Of Interaction

Line Of Visibility

Line Of Interaction

Patients Name:
Mr Martin Henry
Address
13 Frances Avenue
London SE18 7QB
DOB: 25/06/1978
NHS No: 123 123 1245
GP Name: Dr Brown
DOI: 18/10/2013
DOE: 18/10/2014
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Touch Points

Background Process

Patient Actions

Person in Contact

Martin is watching TV 
following his daily chores 
and encounters chest 
pain...

The Nurse meanwhile 
checks to see who is 
free to attend to Martin.

The Nurse knows about 
Martin’s arrival and is 
waiting for him...

The nurse checks him 
and makes sure he is in 
good health.

Martin Is stil not 
reassured and wants to 
see the doctor.

Martin is reassured

The nurse messages the 
doctor to see the 
possibility

The nurse asks Martin to 
go to the doctor’s room 
after doctors positive 
reply.

The Doctor Examines 
Martin and makes sure 
he is fine and reassures 
him.

The nurse calls Martin 
and gives him the room 
no. he is supposed to 
go to, upon arrival

The Nurse at the 
emergency helpline 
answers the phone call.

Asks for DOB and other 
questions to know about 
his health condition

Upon assessment, Martin 
is asked to come down 
to the surgery 
immediately

He is offered the free taxi 
service as thats the best 
option seen by the nurse.

He calls for his wife and 
explains whats 
happening. 

Martin Arrives at the surgery 
and goes to the room no. 
he was provided oover the 
phone by the nurse

Realising they could use the 
priority card to get a fast 
access to their GP, his wife 
calls the GP Emergency Line

The admin staff is 
notified of the need for a 
taxi.

With the details on the 
system, the admin staff 
sends a cab for Martin.

Line Of Interaction

Line Of Visibility

Line Of Interaction

TAXIPatients Name:
Mr Martin Henry
Address
13 Frances Avenue
London SE18 7QB
DOB: 25/06/1978
NHS No: 123 123 1245
GP Name: Dr Brown
DOI: 18/10/2013
DOE: 18/10/2014
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Common	
  View	
  
	
  

The	
  experience	
  was	
  terrible	
  but	
  the	
  
medical	
  outcome	
  was	
  excellent.	
  
	
  
A	
  short-­‐term	
  bad	
  experience	
  is	
  offset	
  by	
  
long-­‐term	
  benefit	
  or	
  value.	
  


