
IMAGINE…
You are a parent rushing their child 

to the hospital in an emergency 
situation, only to experience…



The current system

10-30 min 15-30 min 5 min 4-18 hours 10 min

Wait
Wait for triage in 
harsh environment

Wait

Check-in
Provide health 
information

Triage with 
a Nurse Room with 

a DoctorBrief health 
assessment

Go back to 
waiting room
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TYPES OF RESEARCH

●  Cincinnati Children’s
● Montreal CHUM

Findings
Much work on environmental 
psychology of a waiting room
● Art
● Lighting
● Media distraction

FIELD 
OBSERVATION

DESK RESEARCH

● Nurses
● Radiologist
● Patients’ 

experiences 

INTERVIEWS

Gap = Resources for Patients



INTERVIEWS

“I went to the ER and 
they sent me home, 
I had to insist to 
have access 
to a doctor”
- Patient Elizabeth 
Lopez

“Living in uncertainty 
and feeling stress because 
of waiting is the 
worst feeling”
- Kate Sweeny 

“I usually see patients 
coming to ER for sicknesses 
that do not need 
immediate intervention 
which makes the room 
crowded when they could 
have gone to a pharmacist 
or a clinic”
- Nurse at Pierre Boucher’s 
Hospital



DESK RESEARCH



FIELD OBSERVATIONSFIELD OBSERVATIONS

Whether private 
or public, hospital 
waiting rooms lack 
an empathetic 
environment for 
patients



WHO?



HMW: redesign 
the healthcare 
system to be 
patient focused 



Ideation Process

Overnight 
food access

Re-designing 
waiting room 

interior

Pager for 
patient

More 
entertainment 

options for waiting 
patients



Which idea did we narrow on?

EMPATHY & SAFETY
APPROACH

Overcrowding Resource of 
convenience

HARSH WAITING 
ENVIRONMENTS

We observed:

Possible drivers:

Our approach:



5 min 5 min < Average 5 min Necessary 
time

Video 
Priority system is 
explained

Convenience 
Resources Options

Check-in at home or 
hospital  kiosk 
Provide symptoms

Wait
Room with 
a Doctor

In your house or in 
hospital based on 
assessment

Patient-centered 
vending machine

Our empathetic system



Prototyping
Application Vending machine



Application:

● Redirection of 

patients to clinics

What did we learn?

Optimal resource need categories:

Entertainment | Nourishment | Comfort

Vending machine:

● Traditional 

vending machines 

do not fit needs



Overview of system

1

2

3

4

Use app/website to enter 
symptoms 

Waiting time displayed for 
each facility   

SwiftStream shows care 
options

Schedule appointment 

5Use of resource center



SwiftStream Digital Access Points

Hospital kiosk 

Smartphone

Tablet or computer







SERVICES





Overall benefits of our system

Reducing overcrowding & contamination 

Getting patients faster care

Creating an empathetic waiting room environment

Improve workflow efficiency for hospital staff



Partners: 
● App developers
● Nurses
● Vending machine resource distributors

Resources:
● Network resources
● App & website
● Physical kiosk & vending machine
● IT support

Next Steps



Local 
● Quebec has public health care without much 

technology

● Cincinnati has many sophisticated technologies

○ But inaccessible to all and unstandardized

Global
● Creating an equitable, customizable system

○ Leveraging both physical & technological benefits

Local & Global Impact



Thank you!
Charlotte , Jackie, Lesly, Malika & Marilyn


