
Patient 

Experience

India Story



“Pain is like a memory. You’re locking in this 

information, long-term, hard-wired in.”





Sludge ?
makes life difficult to navigate and can be frustrating 



Sludge – an example
makes life difficult to navigate and can be frustrating 
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AIM

Exceptional patient and family 

experience of  in-patient hospital 

care(safe, effective, patient 

centred, timely, efficient, 

equitable)

Friction

Perceived Lack of  

Fairness

Perceived Lack of  

Control

Primary Detractors Complex processes

Confusing and unclear bills

Confusing signages and directions

Inadequate facilities for patient family 

members

Lack of  support from staff

Inadequate clarity on diagnosis

Lack of  clarity on treatment and care options

Perceived lack of  involvement in deciding the 

treatment

Rushed consultations with doctors

Secondary Detractors
Patient Experience
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F I N D  T H E  A D M I S S I O N  

P R O C E S S  A S   

E X T R E M E LY  

C O M P L E X

B E L I E V E  T H E  B I L L I N G  

A N D  B I L L S  A R E  C O M P L E X  

A N D  C O N F U S I N G

FA C E  L O N G  WA I T  

T I M E S  F O R  D O C T O R  

C O N S U L TA T I O N S

F I N D  T H E  D I S C H A R G E  

P R O C E S S  C U M B E R S O M E

F E L T  U N E M P O W E R E D  

I N  T H E  T R E A T M E N T  

O F  T H E I R  FA M I LY  

M E M B E R  PA T I E N T

The Patient Journey
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Healthcare

Insurance

Banking

VERY DIFFICULT PAINFULLDIFFICULT
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PERCEIVED EFFORT

HAPPILY EASY
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Recommendations behaviour



PA T I E N T S  FA M I L Y  M E M B E R S

W I L L  N O T  R E C O M M E N D E D  A   H O S P I TA L  

B E C A U S E  O F  " E N D - O F - J O U R N E Y "  

S T R E S S F U L L  E X P E R I E N C E

Word-of-Mouth
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