
Resources:

•   Film prepared by consultant, 
•   explaining the condition and 
•   generic information about 
•   treatment options and next steps
•   Recording equipment
•   Computers and laptops in each 
•   of  the rooms

Can early access to specialist health information in the form of  
videos prepared by consultants better inform patients about a 
newly diagnosed condition?

•   How could this support the GP/patient consultation following diagnosis?
•   How could this work in practice? 
•   How would this change the nature of  the consultation?
•   What information should the films contain and how should this be presented?
•   How could existing online resources support this?

Team

•   GP and consultant
•   6 volunteer patients each with a 
    friend or relative
•   Designer researchers/facilitators
•   IT set-up and support 
•   Camera crew to document the day 

A day in the life of  the experience lab…



The day commenced with a short 
briefing in which the participants were 
informed about the background, aims 
and format of  the experience lab
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Volunteer patients were given a short 
scenario with background information 

about their symptoms and a copy of  
their test results with ficticious diagnosis 

- Crohn’s Disease
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Each patiens attended a ten-minute GP 
consultation, which included viewing a 
video prepared by the consultant to 
whom they would be referred 
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The patient saw the consultant for a 
20-minute appointment to learn more 

about their condition
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The patient and their friend/relative were 
then taken to a simulated living room to 
enact a discussion that might take place 
when the patient informed their 
friend/relative about their condition 
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Participants were also invited to access 
online materials about their condition 

during the living room session
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Debriefing session with the volunteer 
patients and their friend/relative and 
medical professionals
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The designers analysed the outputs, 
including webcam footage, notes from 
the living room sessions and feedback 

from the debriefing session to reveal 
insights and design recommendations
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Insights and design recommendations

Consensus that films prepared by the consultant:

    •   Prepared the patients with the basic/general information about their 
    •   condition to allow them to ask more specific and personal questions during 
    •   the consultation

    •   Reassured the patients that the GP and consultant were working as a team

    •   Would be a useful and trusted resource for patients to access in their own 
    •   home 

Design recommendations for improving the films, including: 

    •   Split the longer film into ‘bite-size’ chunks which could be digested at the 
    •   patient’s own pace

    •   Avoid using medical terminology and acronyms wherever possible
    •   Additional content such as videos prepared by dietitians, diabetes specialists 
    •   and people living with the same condition; and missing information 
    •   highlighted by the patient’s unanswered questions

    •   A need for more engaging delivery of  information

    •   An interest in seeing informative diagrams 

Other opportunities to improve the overall patient experience were 
identified by the patients, including ideas for redesigning existing resources and 
ideas for new resources 

Outcomes

Following the first experience lab the 
team created a second iteration of  the 
prototype. This was tested at a second 
experience lab with our volunteer 
patients and resulted in positive 
feedback and further design 
improvements.

A paper prototyping workshop was held to co-design a ‘No Delays’ application 
with volunteer patients.  The resulting design has now been built as a functioning 
prototype which has been demonstrated to physicians and patients.
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