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Course Description:
This course focuses on the critical process of
identifying and understanding patient pain points to
enhance healthcare experiences and outcomes.
Participants will learn effective techniques and
methodologies for uncovering patient needs,
preferences, and challenges through active listening,
empathy, and observation. Through case studies, role-
playing exercises, and practical applications,
participants will develop the skills and insights
necessary to identify pain points, prioritize areas for
improvement, and implement patient- centered
solutions in healthcare settings.

Week 1: Introduction to Patient Pain
Point Discovery

Overview of the importance of patient pain point
discovery in healthcare 
Understanding the impact of patient experiences on
satisfaction, adherence, and outcomes 
Introduction to key concepts and methodologies for
uncovering patient needs and challenges

Week 2: Principles of Empathy and
Active Listening

Developing empathy skills to understand patients'
emotions, perspectives, and concerns 
Practicing active listening techniques to elicit patient
feedback and insights 
Recognizing non-verbal cues and signals to uncover
underlying patient needs

Week 3: Patient Journey Mapping
Mapping the patient journey to identify key
touchpoints and interactions across the healthcare
continuum 
Analyzing patient experiences and pain points at
each stage of the journey 
Identifying opportunities for improving patient
experiences and outcomes based on journey
mapping insights
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Week 4: Ethnographic Research
Technique

Introduction to ethnographic research methods for
understanding patient behaviors, preferences, and
experiences
Conducting observational research and in-depth
interviews to gain insights into patient needs and
pain points 
Analyzing qualitative data to uncover common
themes and patterns in patient experiences

Week 5: Patient Surveys and
Feedback Collection

Designing patient surveys and feedback
mechanisms to gather quantitative data on patient
experiences 
Implementing feedback collection strategies across
various touchpoints, including online platforms and
in-person interactions 
Analyzing survey data and feedback to identify
trends, gaps, and areas for improvement

Week 6: Co-Creation Workshops
and Design Thinking

Facilitating co-creation workshops with patients,
caregivers, and healthcare providers to brainstorm
ideas and solutions 
Applying design thinking principles to ideate,
prototype, and test patient-centered solutions 
Engaging stakeholders in the iterative process of
solution development and refinement

Week 7: Prioritizing Pain Points and
Opportunities

Prioritizing patient pain points based on severity,
frequency, and impact on patient experiences and
outcomes 
Utilizing prioritization frameworks (e.g., impact
effort matrix) to identify high-impact opportunities
for improvement
Aligning pain point priorities with organizational
goals, resources, and constraints

Week 8: Implementing Patient-
Centered Solutions

Developing action plans and implementation
strategies for addressing identified pain points
Collaborating with multidisciplinary teams to
implement patient-centered solutions 
Monitoring and evaluating the effectiveness of
interventions in improving patient experiences and
outcomes
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Week 9: Communication and
Stakeholder Engagement

Communicating pain point findings, insights, and
recommendations to stakeholders, including
healthcare providers, administrators, and patients 
Engaging stakeholders in the change management
process and garnering support for patient-centered
initiatives 
Building partnerships and collaborations with
patients and community organizations to address
systemic issues and barriers to care

Week 10: Continuous Improvement
and Learning

Establishing mechanisms for ongoing monitoring,
feedback, and adaptation of patient-centered
initiatives 
Incorporating patient feedback and insights into
continuous improvement processes 
Fostering a culture of learning, innovation, and
responsiveness to patient needs and preferences

Assessment
Participation in case studies, role-playing exercises,
and group discussions demonstrating understanding
of patient pain point discovery principles and
methodologies 
Completion of practical assignments, such as
patient journey maps, ethnographic research
reports, and co-creation workshop outcomes
Final project: Development of a comprehensive
patient pain point discovery plan for a healthcare
setting, including research methods, analysis
techniques, and proposed interventions.
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