HOW TO
CO-DISCOVER
INSIGHTS

A Human-Centred Design Approach

CASE STUDY

Improve Client Experience in Healthcare

Healthcare
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We'll show you the journey
that Carers Queensland took.

Empathy Mapping

Customer Journey Mapping

Service Mapping (Blueprint)

Client Outcomes
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What exactly is

human-centred design

Empathy Mapping

Immersing in what customer's are

thinking, feeling. seeing & hearing A human-centred
Customer Journey Mapping uncovers real-life
Considering the end-to-end INnsi g h tS,
experience of the customer opportun ities &
- e e e am - - - ) problemes,
Service Mapping (Blueprint) that when solved
How this maps back to create a lasting
our internal process .
Impact.
- U - Q

Actionable insights & real-life opportunities

foundstone.
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Client Brief

Carers Queensland wanted to engage with both

their clients and staff to [sEllaRlatile[als-RIg e R g [=1l

through the various parts of a particular
program.

Instead of assuming that they had all the answers,

they wanted to [[luE SRl R (g Rl RNl
of theJele[EINEIIEIENIE to get to

the heart of what would make the most significant
positive impact.

foundstone.
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Client Brief

Through this approach, significant insights &
understanding were gained, to make

on how the program could continue to
be improved.

Carers Queensland also identified key
in their client’s experience. This helped form
the principles that would guide them to make more

informed decisions related to strategy across the
organisation.

foundstone.
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What was the [e[sX]Ig=Te Ko [cX3slat-1d[e]a] 7
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"Carers Queensland wanted to ensure a
particular program we were providing,
was meeting the needs of the people

participating in it;

whilst also looking at ways we could
Improve on their experience".

Debra Cottrell
Chief Executive Officer
Carers Queensland Ltd
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Visit our website for

more information -
<

AN

The Foundstone Strategy Guide

Why read it?

(_ www.foundstone.co/guide X

N
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Who

What & Where

How

Scope
At a glance

To get clarity to make decisions
for a lasting impact

A mix of 25+ customers & staff
members

A combination of in-person &
virtual sessions

Facilitation using human-
centred design principles
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The Approach

We ran a number of strategy sessions with both
staff and clients of Carers Queensland, starting
with HulpCEE e RePIE NS in the clients
experience.

Based on this mutual understanding, we

collectively [ols3dli=le No o) aRedo ] (=RIe [cE1], Opportunities

and areas that were crucial to propel the program
forward.

The sessions were structured in a conversational

way through aal¥plalel=Tajdg=To Ko [s15{[e[gW-Te] o] e L-Te1q] .

foundstone.
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Strategy Sessions

Empathy, customer journey & service mapping

0 Empathy Mapping
Customer Journey Mapping
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The Approach

We started with an Empathy Map. It was an
effective tool to start conversations that mattered
and to consider what our customer's were
thinking, feeling, seeing & hearing |

We began to uncover some of thejslei=aliF]

problems to be solved & opportunities}

Subsequently, developing

for ongoing improvement of the
broader program.

foundstone.
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The Approach

\
In more detail so that everyone involved could

clearly see the end-to-end experience of the
customer.

, we co-created a Customer Journey Map

, this map was referenced back to the core
internal business operations, functions & roles

through a Service Map (Blueprint), so we could
distil & highlight the key areas that would have
the most positive impact when improved.

foundstone.
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The Result

These sessions informed our collective

recommendations to ([palelged=Rda=Relgele[g=1as) aS
well as provided EleifelaE1e]=RIat[e]gi&s] for the

team’s ongoing operations.
This gave Carers Queensland clarity through

awareness, to make the right strategy decisions
{e]lg:] lasting impact}

foundstone.
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Want to receive insights like this regularly?

Why Strategy should be
‘discovered’ not ‘developed’

Why strategy should be § s
il 'discovered’ not 'developed’

Australia's #1 Strategy author
(Harvard Business Review) & speaker

Why strategy should be
discovered’ not 'developed

nnnnnn

strategy should be J Why Strategy should be
wered' not ‘developed’| i ‘discovered’ not 'developed’

lia's #1 Strategy author
rd Business Review) & speaker

o

Join our mailing list via the link below to receive
our monthly strategy updates!

(. www.foundstone.co

Email subscription is located at the bottom of every page of our website.


http://www.foundstone.co/
http://foundstone.co/
http://foundstone.co/
http://foundstone.co/
http://foundstone.co/
http://foundstone.co/
http://foundstone.co/
http://foundstone.co/
http://foundstone.co/

Debra Cottrell
Chief Executive Officer
Carers Queensland Ltd

foundstone.

"Foundstone were great
to work with...

The workshops were

highly interactiveglgle
provided real insightsigi{e

key areas of our service
delivery from both a
program participant and a
staff point of view"

&
CarersQLD

Australia
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Empathy Mapping

Immersing in what customer’s are
thinking, feeling, seeing & hearing
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To uncover problems and opportunities

foundstone.
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Empathy Mapping

Staff listened to the personal
experiences of clients

Pink Group: Before

foundstone.
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Empathy Mapping

Through Empathy Mapping, we immersed
ourselves in the client's experience & started to
uncover potential problems & opportunities !

This map was used to [efz]el(lIg=Regl=Rdal=lpg (R

from conversations & our workshops.

slelglclients & staff experiences were heard}
These perspectives formed the basis of the most
iImportant problems & opportunities.

foundstone.
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Client Feedback

"Gaining the awareness
of the overall client’'s
experience was absolute
key for us now to make

the right choices”
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Customer
Journey Mapping

Considering the
end-to-end experience of the customer

To gain greater clarity

foundstone.
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Customer
Journey Mapping

L To give staff visibility of a client's
L@t | experience across the organisation
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Customer
Journey Mapping

We mapped out the client's end-to-end
experience though Client Journey Mapping to
highlight where the ‘moments of truth’ &

biggest improvement EICERRVEIGCE

This map gave Carers Queensland the

opportunity to develop afelelJelsI@Vale ST =Tg o[ [gle

of the end-to-end experience of a customer
through their group discussions.

We brainstormed the [galefsi&i{elaliile-]g 1M ls SR’

OJeJefelgPlplid[cEPto iImprove the overall customer

journey & experience with the program.

foundstone.
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Client Feedback

"Very insightful, of how
we can now continue
using this approach into

our action plans”
P "Experiencing the client

journey end-to-end &

listening to other functions &

roles gave me incredible
insight of the broader
program & my own role”
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Service Mapping

Mapping back touchpoints & customer
Journey to our internal process

J

To identify actionable insights & opportunities

foundstone.
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Service Mapping

Customer experiences drove the
necessary changes in internal process
rather than the other way around
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Zoomed in Service Map (Blueprint) on the next page
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§ o

ervice Mappil

Mapping back touchpoints & customer
Jjourney to our internal process

Touchpoints & steps

Where & how interaction occurs

Front & back stage employee actions

Support processes

Yunctions & roles

Key insights & service delivery opportunities

To identify actionable insights & opportunities

foundstone.
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Service Mapping

Through a Service Mapping approach, we
mapped back the customer journey to Carers
Queensland’s key internal business operations,
functions & roles.

LW 1A=l highlighted the areas that when

would have the biggest impact.

By relating the entire customer journey to the
internal process, there were a number of
significant insights & opportunities pat1a"Ye]¥]fe
make a difference to Carers Queensland across
various functions & roles.

foundstone.
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Client Feedback

"Starting with the mindset
of the client’s experience
& then mapping this back

to our own process was

very insightful”
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"Foundstone were able to
integrate all of the information
collected and provide us with
recommendations and

next steps for us to consider”

Debra Cottrell

Chief Executive Officer CarersQLD

Carers Queensland Ltd Australia

foundstone.
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"l very much [oJellE\/=Ru =161V

program will be greatly
EEREE Doy the discoveries

made as part of the
Foundstone human-centered
design approach”

Debra Cottrell .
Chief E. tive Offi \(D

ief Executive icer CarersoLD
Carers Queensland Ltd Australia

foundstone.
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Client’'s Key Takeaways

—> Uncovered blind spots & customer problems jig1aWal=ly
solved would have the [e|ELEE R gl o103

Learned how a Ralllpgt=laklel=Taldg=Te No [s1{{s[g =Tl el do=Tolg} CaN

bring clarity across the organisation

Co-discovered as a team to [[e[Elaldia"Ael CEIg = [e1u[e]aF10] (=

customer insights

BIE ] [[=Te MdaT=NoJoJolo]adBlalhi[}f that would give the best

service improvement & program growth

foundstone.
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Contact us

Begin Your Strategy Assessment

Click here =

Book a 30-min catch-up with us

https://meetings.hubspot.com/foundstone/catch-up
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