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1 stakeholder intervie<
1 on-site observatio*
1 behavioral analysi4
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1 strategic communication



PROJECT OVERVIEW

Family and Community Medicine at UI Health has 
engaged the Institute for Healthcare Delivery Design 
with the goal of identifying opportunities to improve 
patient, provider, and staff satisfaction, patient health 
outcomes, and revenue streams in the clinic. 



A design sprint conducted in late July and early August 
2022 culminated in a potential project to develop clinic 
roles and responsibilities for medical assistants for 
better in-clinic collaboration.

VJ Understand current MA roles and responsibilities 
and surface differences in understanding about them 
among key stakeholdersA

>J Collaborate with MAs and clinic leadership to 
formalize and standardize MA roles and 
responsibilities with an emphasis on MA engagement 
and ownership4

3J Identify and propose mechanisms for feedback and 
accountability, adaptability and responsiveness, and 
continued engagement and ownership from MAs to 
ensure consistency over time.

Project goals:Background:



RESEARCH PROCESS



1st round of interviews 
and observations

10-week research

25 stakeholder interviews

3 on-site observations

2nd round of 
interviews

Articulation of the 
current state

Mid Check-in Final Pre

Recommendation 
delivery

Gather data from different 
stakeholders on current 
workflow and challenges of MAs.

Use frameworks to analyze data 
and generate meaningful insights. 
Propose possible directions.

Zoom into the focus area and 
collect different stakeholders' 
ideas for solutions.

Finalize proposals. Create 
prototypes and rubrics for 
clients to build upon.

Û What do MAs’ current day-to-
day responsibilities look likeÄ

Û What’s not workingÄ
Û What would MAs like their roles 

to ideally look like?

Û How might we measure or 
recognize the contribution of MAs? ù

Û How might we empower MAs in 
workflows and feedbackÄ

Û What could be the mechanisms 
that hold people together?

RESEARCH PLANNING



DATA ANALYSIS

Interview transcripts and

observation notes

Cluster data into 
information groups

ClustersA
7 MA tasks and their 

interpretation9
7 Process-related challenge9
7 Perceptual challenge9
7 Desired state



BEHAVIORAL ANALYSIS

Use COM-B model from 
behavioral science to 
analyze specific behavior 
challenge: 



Why don't MAs offer help 
while sitting at MA stations?

S CapabilitX
S OpportunitX
S Motivation



SENSEMAKING

Create frameworks to 
communicate current 
states and help generate 
meaningful insights.

inconsistency in MA tasks system map of the desired state

MA’s engagements in new initiatives

MA’s skill map as a group












































