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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



Clinical Documentation: 
(Clinical Pathways & Product/Workflow Reorganization) 

Current State
• Powerful, leading EHR solution for post-acute/senior living facilities
• Dated and unintuitive designs/workflows
• Beginning to lose market share (cross-product sales) 

Goals
• Redesign this product to meet or exceed user needs and expectations
• Incorporate new ways to provide meaningful data for streamlining and guiding 

clinicians throughout the entire clinical documentation process
• Improve our NPS (Net Promoter Score)



Persona/Workflow Matrix



Persona/Workflow Matrix





Design Process 
(Based on the Double-Diamond Design Process Model)



New Product Design 
(Being Implemented)



Existing Product 
DesignOld Product Design















Outcomes 

Increased clinician productivity by 19%*
• Collaboratively created simple, user-centric designs and corresponding workflows for completing 

documentation

• Maximized user effectiveness by providing meaningful data/analytics to guide clinicians through the 
documentation process – and enable clients to make better business decisions. 

Improved patient outcomes by 14%*
• Providing clinicians critical data/analytics throughout these workflows also ensures patients 

consistently receive the most effective care 

• Incorporated multiple high-impact “quick win” enhancements to maximize patient outcomes

Increased overall client satisfaction 
• Clients were delighted and provided exceptional feedback and a 4.8 post-project rating

• Received excellent cross-organizational response based on client feedback

* Percentages based on client feedback 



Post-Project Client 
& Stakeholder 
Review

How did we do?

Product 
Management

Client Partners 
(Primary Focus)

Other Internal 
Stakeholders

• Primary stakeholder

• Engaged throughout all phases of a project

• Conducted client workshops to understand user 
problem and needs

• Created, iterated, and refined designs, often with 
additional clients as more are engaged

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