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The Challenge

It is difficult for PCU to collect information, follow up
patient, recording health services, appointments,
scheduling doctor visits, and submitting information
to HDC. A lot of paperwork & NHS reimbursement is
complicated.

The Solution

HealthTeams is a digital platform which make daily
PCU management & tracking simpler. It will consist of
appointments, patient data, daily status, doctor's
schedule, keep a track of all available resources

such as vaccine, medicine, etc. and will provide
real-time alerts & updates



The research was done using this design thinking process. It started with empathize phase to define and

D st Th — k‘ ideate phase to brainstorm the user problems and its solutions. The solutions are then transformed into
es I g n I n I ng features for the app. The results of test will be used to improve the user experience.

"
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EMPATHIZE DEFINE IDEATE PROTOTYPE TEST

Project Timeline

Data collection, interview, empathy map, pain points,
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TeSt : : : : : Usability Testing
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As a T-Shape UX Designer, | defined the strategy of UX Research to conduct.
So, the journey started! ﬁ[

Product Definition Product Research

4 N : N : N : N
Stakeholder Individual In-depth User .
. . . . Wireframes
interview interviews personas
\_ % \_ % \_ % \_ %
4 N 4 N 4 N 4 N
Value proposition Competitive Users Design
mapping Research Stories System
\ / \ / \ / \ /
4 N a N a N\
Concept sketching Storyboarding Mockup




Competitive Research

At first | have analysed the market.

For this we scanned the competitors and checked EJ cons
what functionality do they have. » Population Management » Not patient centric flow
We divided our findings into 2 categories: * OPD Service + Unsupport PDPA

: : * Drug Inventory * No PP&P Service
advantages and disadvantages. Based on this data, . Report - No Dashboard

it is much easier to develop own functionality. + Quickly Update 'ijiLDé‘lt;rﬁxp"”
o U IMS

* On premise
 Data Si-lo

u Cons

¢ System management * Not patient centric flow
 Population Management * Unsupport PDPA

 OPD Service  No PP&P Service n Cons
 Drug Inventory  No Dashboard
 Report  Manual Data export

 No Auto Claims

* On premise

e Data Si-lo

« Auto Data Export « No PP&P Service
 Data Validation e Less fuction support
 Drug Inventory  On premise
 Report  Data Si-lo

 Auto Claims



User Interviews

For user interviews, | started by framing the prime topics and then forming open ended and follow up
questions. | recruited participants from 3 different type of user. Along with interview, | floated an online survey
In which | tried to incorporate direct, indirect and rating based questions.

The open ended questions were formed around these major research questions.

To understand mental models To identify the roadblocks that

Patient / Care Giver people have when they think stop users from primary
about healthcare service. healthcare journey.

To understand the user behavior
towards consumption of food.

To understand the duties and
the amount of work that is
responsible.

To understand the behavior that To understand problems and
occurs in routine work. obstacles that arise during work

Care Provider / Doctor

To understand the various needs
that will help the organization
achieve its goals

Executive To understand the vision and To understand problems and

policy. obstacles in management




Secondary Reserch

To collect data that deepens our understanding of the problem space. Secondary research is beneficial because it is quick, cheap to
conduct, and helps guide subseguent primary research.

4. Outputs Performance according to the budget allocated

The fiscal Year 2021

The fiscal

Targets
according to

Services in Benefit Package (unit)

Year 2020
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User Persona

Personas are created based upon the research in order to represent the different user types that might use the service.
Creating personas helps in understanding user's needs, experiences, behaviours and goals

Supatra Namthong
Professional nurse

Joom is a professional nurse in a PCU in Nonthaburi. In addition to the treatment service and
disease prevention she has to process a large humber of information and paperwork regularly on a
daily basis. The process is very boring and time consuming.

Pains

Goals

. Goals Automate the process. » Long queues of patients at the reception desk.

. Store the data in one centralized location.  Distractions caused by the patients makes the work very difficult.

. Real time retrieval and management of data. « Taking record of everything - appointments, test results, resources, record management, etc.

. Proper data record and report making system. * Managing all the sectors at a time.

 Extended work hours due to chaos caused by the patients.



Empathy Map

An empathy map helps us sum up what
we learn when we engage with out users
during the research phase of a project.

This empathy map has 5 key areas which
allows us to focus our attention on a
person's experience.

Opinions & thoughts
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Touchpoint

Improvement
Opportunites

Go to the point of

presence to submit

an ID card.

Fast and easy
check in. wait for
queuing.

Measure blood
pressure, pulse
and temperature.

It is information for
the doctor's
diagnosis. and
must be recorded.

@

Reception counter

Miscommunication
leading to wrong
iInformation.

Build a dedicated
mobile app so that
patients can verify
their identity by
themselves and
provide preliminary
iInformation for
disease screening
without having to
quUEUE.

Devices, Equipment

Take note into
paper, handwriting
Is hard to read may
cause the numbers
to look wrong.

Provide digital
device with sync
technology to input
data without take-
note or key-in.

Meet the
doctor, shares
details about
his/her
symptoms.

Share everything in
detail, able to
communicate well.

Diagnhostic room

Unable to
communicate
precisely about
symptoms /
feelings.

Provide
information from
pre-screen and
petient health
history so that
doctor can
understand
patient’s situation
better.

Patient’s User Journey

Doctor tells about
the ailment and
treatment.

Understand the
doctor’s language.

Diagnhostic room

Unable to
understand

technical language,

might create
confusion.

In the mobile app,
provide personal
health record
which patients can
understand the
diagnosis and
cause of disease.
Patients can look
back anywhere,
anytime they want.

Prescribes a
treatment with
medicines and tells
precautions.

To know the
medicineg, to
remember and
understand the
detalil.

Diagnhostic room

Information over

load, Hard to retain.

In the mobile app,
provide personal
health record
which the patient
can see what
treatment or
medication has
been received.

Gets medicines.

Get the necessary
quantity of
medicines.

Phamacy Counter

Buying an
alternative
medicine.

Follows the
treatment.

Follow it strictly
without any
confusion or
breaks.

At home

Forgetfulness,
confusion in
dosage, not taking
precautions,
loosing track.

In the mobile app,
provide medicine
guide and
reminder.

Gets
symptoms or
side-effects.

Make sure to
remember it
till next
appointment.

At home

Unable to identify
symptoms or
side-effects.

In the mobile app,
provide telemed
function.

Doctor checks
progress after
a certain
amount of
time

Give the
correct
iInformation

Diagnhostic room

Can't remember
details of
progress

In the mobile app,
patient can be
reminded with
every assingment
and appoinment.

Changes
prescription

Not get
confused,
remember the
dosage, clear
out details.

Diagnhostic room

Confused, can't
remember

In the mobile app,
patient can be
reminded with
every assingment
and appoinment.



Problem Statement

Acceptance

SN

Self-sufficiency

N N

Patient’s needs

Clarification

Dreams

Social Support

CNC O N

Clear information

N N N

Problem Statement

v

Caregiver’s needs

"How might we help the patient become resilient”

(Patient coping up with his adverse situation)

4 N

Equal Treatment
\_ %
4 N N\

Time Knowedge and clarity

\_ NS /
4 N/ N

Tool to manage Acceptance
\_ AN %
4 N N

Automate Data Processcing Automate Data

\_ NS /

On further research we realised the problem of the patients, doctors, caregivers and society as well.
And all the 3 stakeholders are dependent on each other in an ecosystem.



Flow diagram

To outline all the necessary functionality, | created a simple flow diagram of the main tasks the user can do.

One of the flows is shown below.

Login

Yes

Already have

Onboarding AN AcCOUNt?

No

Sign Up

Dashboard

Add Patient

Yes

New
Patient?

No

Appointments

Add Patient
Detail

Add Appointment
Detail

Select Patient

Appointment

Scheduled




Information Architecture

Information Architecture (IA) forms a skeleton of the product. Visiual elements, functionality, navigation and interactions are built
according to the |A principles.

gign\® HealthTeams

Dashboard Appointments Patients Staff Chat Inventory Revenue
Patient Stastics Stastics Stastics Add New Staff Categories Stastics
Recent Patients My Schedule Add Patient Staff List Product List Expenses
Gender stastics Pending Approvals Patients List Staff Profile Add Product

Top Doctors Next Appointment Patients Profile



Low Fidelity Wireframes

To save time, a quick iteration on pen and paper was done to make the low fidelity wireframes.

S — i e | ) o
- i 4 ¢ N ' : ’ e . |
= A g # @ T — "] v l—'o L.’f'Q -_— nm SChwUled J Search -J D g -Q @ i ._‘j‘v ‘.
. P— _ Month v | [ Year > | [¥Add new agfivity] {Se mber 2021
T L '; H g T S ' l;-r-— e e ‘ L‘—-——@ |
. Monday Thuesday Wednesday Thursday Friday Saturday | Sunday

 Surname Language o ' ‘ — |
l_ ‘. :-.—-=:= \ l_ .‘ | O P O C‘;, —_
y Phone Number R “I'ime .Zor]g - o . ' -_— l - ———- .=
} [ — E 3 ISR — & |0 o 1|
T P — | ===
Ucomes 11 gle D — 9,
!‘\c———-‘ ' ) l i . -.—:-. '

B o | PR |
| Cancel d Save Changes

b-.- —
P

’

e, i
‘. ; - | —

|

' Nthontactl —
= ] — @t

| po ——— Y
| =, -
= My Task Search s — v
LOGO LOGO i o pme Qo= o
i . i s 1R
— e — | | Consultation  In Review Report Done N LS e
e ——— | r Contact Details
' TR e 1P
| ' - —
T a _ - - | e
' l o —
T — S——— __‘\__
Files
' - I &




Digital Wireframes

One more step before the final color scheme

and styles.
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Usability Test

In a usability test, the facilitator gives instructions and task Positive Findings Negative Findings AHA Moments
scenarios to the participant. The participant provides behavioral
and verbal feedback about the interface while he performs those

tasks.
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Usability Test Report

A Usability Testing Report is the key document to gain a deeper understanding of our audience's needs and frustrations.
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Product Launch

HealthTeams | Go Live Blueprint

HealthTeams | Go Live Blueprint
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ROLE: Lead Designer

Turning skeuomorphic design into
flat design.
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Dashboard

Exchange Rate

CNY

Chinese

= USD 32.21

" United State Dollars

o GBP 4330 g JPY:
Y41 British Pound Japane!

Recent Transfers

(v Paul Wingworn

Completed 12 Jun 2018

O Jasper Vanveen
Processing 12 Jun 2018

(v Kanjana Thanee

Completed 12 Jun 2018

ZS Jasper Vanveen

Request Docs 12 Jun 2018

Start International Trans

Select Bank Account

001-1-12235-8

Account Nickname
For Use

60,000.00 B

‘ Paul Wingworn §

g= 12,000.00 39,99918
= Amount (USD) Amount (THB)

1USD =

31.97 THB

Save now 200 THB USD %
Expited on 12/06/2018

Who will pay the foreign bank charge fee
@ | will pay the foreign bank charge

() fee

Paul will be charged

(" )

Cancel

N

TMB Touch

TMB Touch is mobile banking app
offer services, control and open
accounts, launch transfers, tackle
bills and manage credit cards — all
from the convenience of
customer’'s mobile phone.

TMB Touch is made for every
mobile occasion with features like
Touch ID and secure pre-login
functions.



Design System & Ul

Il:l_S Lead

nglaﬂﬁystem & Ul Kits are
comprehensive resource sets that
allow team to mockup screens
design by ensuring consistency and
less time than usual.




TMB

Make THE Difference

Humanoid

&@p@t\ceptual Designer

Deliver a personalised banking
experience with Robots+Al

With the evolution of digital
banking...

The Problem:

There are fewer opportunities for
face-to-face interactions with
customers. Some customers still
want face-to-face interactions
with their banks.



The Solution:

Deliver a personalised banking
experience with Robots+Al.

Drive customer devotion.
Understand, engage and reward
customers appropriately.

Through the effective application of Al,
banks can leverage technology to offer
enhanced products, services,
communications and programs that
achieve the ultimate in customer
behaviour — devotion to a brand.







Humaniod
Robots In

Pyrﬁe'\;v] %Q%%%gage customers.

More enjoyable and differentiate TMB
from other banks.

Friendly robot less threatening to
people who are intimidated or
distrusting of banks.

Objectively answer customer without
being judgmental.
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Certificate of Completion

This certificate is to verify that

Pattrawuth Wingworn

has satisfactorily completed Arbinger’s 16 hours

Developing and Implementing an Outward Mindset
held on Jan 15, 2019
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James L. Ferrell Mitchell P. Warner

Managing Partner Managing Partner

Arbin

Institute

ger

1379 North 1075 West, Suite 100
Farmington, UT 84025
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Problem statement The Solution

Farmers have alot to deal with, from tracking the growth Digital platform offers assistance to small/big farmers,
and health of their crops, keeping up with the watering it offers an overview of their land, their crop’s growth,

and harvesting schedule to managing their land. a diagnosis to assure their crop’s health, a watering
schedule and even the possibility to connect their

drone to the app and turn their farm into a smart farm.




Competitive Research

At first | have analysed the market. For this | scanned the competitors and checked what functionality do
they have. | divided our findings into 2 categories: advantages and disadvantages. Based on this data, it is
much easier to develop own functionality.

For Farm Farmable

u Pro m Cons

Thai Lauguage

u Pro n Cons

« Not farmer centric flow « Farmer centric flow  No Thai language

Agricultural products Price

- No iOT data exchange * Fields Management * No ecosystem

Common Weather forecast

Growth analysis

» Unsupport wide range of crops * Member Management

Common Knowledge Base « Add-ons Modules

e Support wide range of crops




User Interviews

For user interviews, | started by framing the prime topics and then forming open ended and follow up
questions. | recruited participants from 3 different type of user. Along with interview, | floated an online survey
In which | tried to incorporate direct, indirect and rating based questions.

The open ended questions were formed around these major research questions.

To understand the duties and

Small Scale Farmers the amount of work that is

responsible.

To understand problems and To understand the user behavior
obstacles that arise during work towards resource management

T derstand the duti d
o HHEEESEEE T GHHEs Al To understand problems and To understand the user behavior

: th t of K that |
Blg Scale Farmers - am?lejzp:ns\?lﬁ; o obstacles that arise during work towards resource management

To understand the duties and
the amount of work that is
responsible.

To understand problems and To understand the user behavior
obstacles that arise during work towards resource management

Advisor




Empathy Map
An empathy map helps me sum up what | learn when | engage with out users during the research phase of a
project.

4 N

What do they What do they
lear ? Think and Feel ?
- : Incertain
When am | going to harvest
these tomatoes ?” “How come | treat
Phone alerts you that your this disease ?” Anxious
tomatoes are ready to harvest
What are their What do they
ks and actions ee ?
Scan Crons Add reminder/notification Lots of produce going to No predictions or
P waste due to disease anticipations

M diff t field
Add new crops to list iage GITOIaIN Hous

Lots of crops to manage and remember




User Persona

Personas are created based upon the research in order to represent the different user types that might use the service.
Creating personas helps in understanding user's needs, experiences, behaviours and goals

Pracha Chartthai
Farmer

Pracha is a small farmer with high ambitions who has just strated in the agriculture industry, his
goal Is to improve his produce with minimal waste, which is mostly due to unexpected storms and
rain. He's dynamic, and a nature lover who is doing his best to improve his farming methods.

Demographic Goals Pains
Age: 46 years old . To avoid crop's diseases * No reliable and easily accessible information
Hometown: Sakonnakhon - To track crops and manage fields on the newspaper

Family: Single  To anticipate the weather

Occupation: Farmer




HIGHS & LOWS

EVENTS

STAGE

TOUCHPOINTS

CHALLENGES

OPPORTUNITIES

Pracha wanted to implement
a hew system to optimise
irrigation and fertilisation,
but there was a challenge

because it was not
interoperable with
some of his equipment.

This caused technical
malfunctions and could have
caused harm to his crops,
leading to economical loss.

NEW SYSTEM

R

Technical malfunction

TECHNICAL COMPLEXITY OF
SOME INNOVATIONS

ACCESS TO A COMMUNITY OF
TECHICAL AGRICULTURE
KNOWKEDGE

TECHNICAL COMPLEXITY OF
SOME INNOVATIONS

ACCESS TO A COMMUNITY OF
TECHICAL AGRICULTURE
KNOWKEDGE

He found it difficult to decide
on the best system for his
equipment and wanted to find
some independent advice. He
looked onling, but didn't trust
the information he found.
There were too many ads
trying to sell him products, not
solve his situation.

FINDING TRUSTWIRTHY
INFORMATION

ACCESS TO A PLATFORM
WITH TRUSWORTHY
INFORMATION

He talked to several advisors,
but needed very specific
technical advice and didn't
trust that he would get that
from a salesman.

&

FarmDee

He tried to find independent
information by talking to other
farmers who had experience
with this situation.

PROBLEM SEARCHING

= ® W
@ Q
AN fa 1=\
Advisor  Online Search Farmers Forum

FINDING THE RIGHT PEOPLE

ACCESS TO A PLATFORM
WITH EXPERTS

FINDING THE RIGHT PEOPLE

ACCESS TO A COMMUNITY OF
FARMERS TO SHARE
EXPERIENCES

He decided to go to farming
events to meet other farmers
and researchers, his ability to
speak English helped him to
meet some very interesting
innovators.

FINDING THE RIGHT
INFORMATION

ACCESS TO A PLATFORM
WHICH LISTS ALL THE
RELEVANT EVENTS

He also found some
interesting information on
different online community

where specialists were able to
help him with technical advice.

After months of talking to
other technologically
innovative farmers, looking
onlineg, going to farming
demonstrations, and talking to
specialists online, he made a
decision on the right system
for him.

FINDING RIGHT SYSTEM

Advisor Online Search

FINDING THE RIGHT PEOPLE
AND INFORMATION

ACCESS TO A PLATFORM
WITH FELLOW FARMERS

Farmers Farming Events

MAKING THE RIGHT DECISION

ACCESS A PLATFORM WITH A
MULTITUDE OF SOURCES FOR
RELEVANT INFORMATION

He thought his new system
was good and wanted to share
his experiences with other
farmers by hosting his own
farm demonstrations.

Network

SHARING HIS EXPERIENCES
WITH OTHER FARMERS

ACCESS A PLATFORM WHERE
HE CAN SHARE HIS
EXPERIENCES

He had spoken to another
farmer involved in a thematic
network which specialised in

helping farmers to organise
farming demonstrations, he
decided that he should join
the network to continue
growing his knowledge and
network.

SOLUTION

Farmers

ACCESS A PLATFORM WHICH

PROVIDES FARM
DEMONSTRATIONS
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Onboarding
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Plan & Grow
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Overview
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DiagnosiIs
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