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Redesign 
Key Areas of 
Net Health’s EHR
(Electronic Health Record) 
Solution for Post-Acute 
and Senior Living Facilities  



Project Objective

Redesign the (2-3) most important areas of this product in a way 
that meet – or exceed both client and business needs/expectations. 



Stakeholders 
(Partners)

Product 
Management

Clients
(Key Focus)

Other Internal 
Stakeholders

• Product: Primary stakeholder

• Engaged throughout all phases of a project

• Conduct client workshops to understand user 
problems and needs

• Create, iterate, and refine designs, with multiple 
clients – keeping them engaged throughout entire 
project

Engineering, Sales, Support, Client Success, 
Implementation & Training, Compliance, 
Education, more



Determine Redesign Priorities (Phase 1*)

Process
• Defined information needed to enable us to make 

datacentric, client and business driven decisions 
   

• Created all necessary tools and corresponding 
processes  
   

• Met with multiple clients to glean critical input 
   

• Created a consolidated matrix reflecting our clients’ 
priorities (quantitative data) 

• Calibrated with the Product Manager and internal stakeholder to make final decision 

Note: Phase 1 serves as the foundational research for both Case Studies 1 and 2.



A Few of the Research Deliverables Created



Persona/Workflow Matrix

Fiserv Client Central Call Center Suite –  Persona/Workflow Matrix 
I developed this matrix while redesigning Fiserv’s Client Central call center suite (see 
Case Study 3) to map key workflows to the personas who rely on them.

Background
Client Central supports debit card services for a large network of financial institutions. 
During the redesign of the 15 distinct products, I created this framework to clarify usage, 
priorities, and workflow dependencies.

Matrix Structure
• Top Row: 15 products, with importance, performance ratings, and total votes (15 per 

client) per product area 
• Left Column: Product personas 
• Grid: Persona usage and role-based importance (Low, Medium, High) 

This matrix provides an at-a-glance view of usage patterns, role-based impact, and 
workflow criticality—guiding where improvements deliver the most value.



Net Health Persona/Workflow Matrix 
This is a project-specific matrix based on the Fiserv 
deliverable that enabled me to better understand the  
impact of each key area of the product for each specific 
persona. 



Quantitative & Qualitative Data 
Building on research tools I developed as the UPS Quality Improvement Manager of 
the South California District, I created a set of deliverables and processes to 
capture both quantitative and qualitative insights. 

Process
I conducted one-on-one sessions with 12 key clients, ranging from Directors to C-
suite leaders, along with their select team members, to gather in-depth insights. 
Each session was recorded to ensure accurate capture of qualitative feedback.

Each participating client team was asked to evaluate:
• The importance of each product area  Low, Medium, High)
• The current design/workflow (rated on a 1–5 scale)

After completing these evaluations, each client was given a total of 15 votes to 
allocate to the workflows they felt were most impactful and in need of redesign. 
(Note: Clients could allocate all 15 votes to a single workflow or distribute them 
across multiple workflows based on their priorities.)

After conducting this process across all 12 clients, I consolidated the quantitative 
and qualitative data to develop a comprehensive view of client needs and priorities.
(Note: The orange highlighted cells represented the most impactful areas.) 
Utilizing the information gleaned from these  one-on-one client sessions, 
I created an extensive qualitative and quantitate recap along with proposed 
recommendations based on business needs and potential ROI for the Product 
Manager and other cross functional team members. After multiple collaborative 
sessions we defined the initial requirements for this project. 





Top 3 Redesign Priorities  

Scheduling
1. Group Therapy Management     (6 Week Project)

Clinical Documentation 
2. Clinical Pathways & Product/Workflows Reorganization   (8 Week Project)  

3. Section GG Workflows/Features      (4 Week Project) 

   

Total         18 Weeks Total



Top 3 Redesign Priorities (Phase 2) 

Scheduling
1. Group Therapy Management (6 Week Project)

Clinical Documentation 
2. Clinical Pathways & Product/Workflows Reorganization   (8 Week Project)  

3. Section GG Workflows/Features      (4 Week Project) 

   

Total         18 Weeks Total

Group Therapy Management
Based on extensive quantitative and qualitative insights gathered from key clients and internal stakeholders, it 
became clear that a dedicated Group Management Scheduling view represented the most critical opportunity for 
product improvement.
The data consistently highlighted scheduling inefficiencies and workflow gaps, making this area the highest-impact 
focus for enhancing usability, operational efficiency, and overall user satisfaction.



Scheduling: Group Therapy Management

Group Therapy  
• Allows therapists to treat 2-6 patients at the same time (class-style setting) 
• Enables our clients to maximize their profits
Initial Requirements
• Create a new “Group Management” scheduling view
• Capture and display key group attributes 

• Group Name 
• Location 
• Percentage of Group/Concurrent utilization to date (within episodic period)
• Additional configural fields

• Streamline group scheduling and management
• Deliver meaningful utilization and performance reports 



Persona/Workflow Matrix

Sample: Fiserv Persona/Workflow Matrix
This matrix is a strategic framework I developed several years ago while serving 
as the sole resource responsible for redesigning all key areas of Fiserv’s Client 
Central Enterprise Debit Card Suite of Products (see Case Study 4).

It provides a clear, executive-level view of how key product areas align to core 
personas, highlighting usage concentration, role-based impact, and priority 
areas for investment.
The framework enabled data-informed decision-making, stronger 
stakeholder alignment, and a focus on critical priorities across the portfolio.
     

How the Matrix Is Structured
• Header (Top Row): Key areas of the product
• Left Column: Personas associated with the product
• Central Grid: Indicates which persona utilizes each product area and the 

level of importance to their role (Low, Medium, High)



Persona/Workflow Matrix

Net Health Persona/Workflow Matrix Overview
This Persona/Workflow Matrix is adapted from my original Fiserv 
framework and reflects the current Net Health Clinical 
Documentation product and its impacted personas.
(Note: Personas and Workflows are inverted from my original 
version.)

The matrix maps the product’s key workflows to the personas 
who engage with them, clarifying how each workflow supports 
or impacts their goals, tasks, and responsibilities.

From a UX perspective, it provides a clear, at-a-glance view of 
usage patterns, role-based impact, and how critical each 
workflow is to delivering an effective, efficient user experience.



Most users rely on manual, offline methods to manage their 
Group Management schedules indicating a significant gap in the 
current product experience. The images shown are real client 
examples, illustrating how users are creating workarounds 

outside our current product to 
meet their operational needs.



Net Health Assignment Board Scheduler 
Our scheduling product did not have an easy or efficient way to 
schedule Group Management Appointment



Group Therapy Management Reqirements

Group Therapy  
• Allows therapists to treat 2-6 patients at the same time (class-style setting) 
• Enables our clients to maximize their profits
Initial Requirements
• Create a new “Group Management” scheduling view
• Capture and display key group attributes 

• Group Name 
• Location 
• Percentage of Group/Concurrent utilization to date (within episodic period)
• Additional configural fields

• Streamline group scheduling and management
• Deliver meaningful utilization and performance reports 



New Group Management Feature (Reflected in Old Product Design)

New Group Management Feature
By leveraging extensive quantitative and 
qualitative insights and collaborating closely 
with clients and stakeholders, I delivered a 
solution that met or exceeded all expectations.



Group Management Redesign (12/2025)

New Group Management Feature (Reflected in NEW Product Design)



Outcomes

Streamlined our group therapy management process
• Created simple, user-centric designs for viewing and managing all group therapy sessions

 

Reduced clicks for scheduling group therapy by 87%  
(Average of 4-patients per group; each patient will now inherit all  appointment attributes) 

• Original design = 60 clicks
(24 clicks for scheduling + 36 clicks for entering appointment attributes for each patient) 

• Enhanced design = 8 clicks 

Provided Significant Client Benefits 
(Incorporated multiple critical features)

• Maximized their Medicare reimbursements 

• Incorporated multiple non-group therapy “quick win” features

• Enable them to better manage several aspects of their business



Post-Project Client 
& Stakeholder 
Review

How did we do?

Product and 
Engineering

Client Partners 
(Primary Focus)

Other Internal 
Stakeholders

• Primary stakeholder

• Engaged throughout all phases of a project

• Conduct client workshops to understand user 
problem and needs

• Create, iterate, and refine designs, often with 
additional clients as more are engaged

Sales, Implementation & Training, Support
Client Success, Compliance, Education, more4.7
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