


1. What Is Human-Centered 
Design and Why Co-Design 
with Patients?

2. Co-Design in Action: 
LAC+USC’s Experience

3. Q&A

4. Co-Design Activity: Journey 
Mapping 

5. Reflection & Resources
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Learn what human-
centered design is.

Learn how to use human-
centered design to engage 
patients.

Understand the basic steps 
to co-designing and 
examples of how to begin 
co-designing with patients.

Hear an example of how 
co-design has been used 
for improving MAT 
services.

Experience one design 
activity that can be used in 
a future co-design session.

Take away practical 
resources and techniques 
to use immediately!













– CCI Program Participant
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• Transform care in a way that truly 
matters to patients.

• Build a deeper relationship and trust 
with patients.

• Patients appreciate sharing their 
stories and ideas.

• Reduces risk and waste of resources.

• Help prioritize what problems to 
address

• Challenge what you “know” and 
assume to be true

• Encourages radical thinking and 
creativity.



• You don’t need to be an expert to do 
this work!

• Be curious, ask questions & learn.

• Start small with the resources you 
have.

• Be visual and make things tangible.

• Show your work to peers early and 
often. Be open to feedback.

• Consider how relatable you are.
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LAC+USC
Adult Primary Care Clinics:

• 2 clinics (Residents/ Attendings)
• ~35,000 empaneled patients
• 60-80% MediCal
• Team-based integrated primary 

care model
• Pre-ATSH: 9 X-waivered PCP
• Pre-ATSH: 7 MAT patients

Urban underserved
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Human Centered Design Timeline

- Key 
Interviews

- Problem 
Statement 

Matrix

Draw Your 
Experience

Staff Survey

- Journey 
Map

- Clustering



Journey Map: Patient with OUD

Whose Journey? 
An aggregate of patient stories gathered 

via key interviews and drawn 
experiences

Whose Input? 
Key MAT Team Members:

• SUD-C
• Social Workers

• PCPs
• Nurses



PERSON

OUD 
Identified

PINK (-)

GREEN (+)

Journey Map: Patient with OUD



Journey Map: Key Insights

STRENGTH
• Build ALL staff 

capacity
• Connect SUDC to 

patient earlier in 
journey

OPPORTUNITY
• Improve 

screening and 
identification 
of OUD

CHALLENGE
• Less control over 

external factors, 
maybe not best 
place to start –
prioritize!

STRENGTH
• Build on current 

transitions of care 
processes

• Improve access
• Proactively reach 

out to patients

OPPORTUNITY
• Meet patient 

where they are
• Keep patient 

engaged



Journey Map: How Might We…

STRENGTH
• Build ALL staff 

capacity
• Connect SUDC to 

patient earlier in 
journey

OPPORTUNITY
• Improve 

screening and 
identification 
of OUD

CHALLENGE
• Less control over 

external factors, 
maybe not best 
place to start –
prioritize!

STRENGTH
• Build on current 

transitions of care 
processes

• Improve access
• Proactively reach 

out to patients

OPPORTUNITY
• Meet patient 

where they are
• Keep patient 

engaged

HMW…
• Improve TOC from 

acute settings to 
primary care for 
OUD/ MAT 
patients?

HMW…
• Better identify 

patients who 
might benefit 
from MAT 
without causing 
more chaos?

HMW…
• Catch missed 

opportunities?
• Meet the patient 

where they are?

HMW…
• Build capacity for 

MAT among all 
staff?

• Match current 
resources to 
patient needs?



Journey Map: Next Steps 
for Patient Co-Design

STRENGTH
• Build ALL staff 

capacity
• Connect SUDC to 

patient earlier in 
journey

OPPORTUNITY
• Improve 

screening and 
identification 
of OUD

STRENGTH
• Build on current 

transitions of care 
processes

• Improve access
• Proactively reach 

out to patients

OPPORTUNITY
• Meet patient 

where they are
• Keep patient 

engaged

HMW…
• Improve TOC from 

acute settings to 
primary care for 
OUD/ MAT 
patients?

HMW…
• Better identify 

patients who 
might benefit 
from MAT 
without causing 
more chaos?

HMW…
• Catch missed 

opportunities?
• Meet the patient 

where they are?

HMW…
• Build capacity for 

MAT among all 
staff?

• Match current 
resources to 
patient needs?
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• A flow chart of a user’s experience 

• Made up of core activities

• Layered with important information like 

feelings, interactions, and pain points





• Infuses process with human stories

• Makes user experience tangible and easy to 

share

• Weaves different kinds of information into 

one diagram

• Offers spring board for solutions and strategy



Y-Axis:

• Emotions

• Pain Points

• Questions That 

Arise

• Quotes

• Influencers

• Motivations

X-Axis: Steps Over Time















• Interviews and observations are your 

foundation

• Start simply, then add on and remake the map 

as you learn

• Display relevant information thoughtfully and 

creatively

• Show users your map to get feedback



1. Break into a group of 4-5 new friends.

2. Pick an individual to act as the MAT patient.

3. Think about their journey of getting a suboxone refill FOR THE 

FIRST TIME. List key activities that the patient would do.

4. Order them from left to right.

5. Label “stages” of related activities.

6. Add in “layers” of information:

• Emotions, pain points, quotes, etc.

20 minutes



Y-Axis:

• Emotions

• Pain Points

• Questions That 

Arise

• Quotes

• Influencers

• Motivations

X-Axis: Steps Over Time



Thoughts 

& 

Questions

Emotions

Pain Points



• What was one surprising thing you gathered from this activity?

• Which step includes the most pain points or negative emotions?

• Which step includes the most questions?







https://www.careinnovations.org/wp-content/uploads/All_MethodCards_Catalyst_2019.pdf
https://www.careinnovations.org/wp-content/uploads/All_MethodCards_Catalyst_2019.pdf
https://www.careinnovations.org/resources/webinar-journey-mapping-for-leading-profound-change/





