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Background

Reductions in outpatient care attendance 

owing to lower demand were reported by 

76% of countries, with other factors such 

as lockdown restrictions (48%) and 

financial difficulties (33%) also mentioned. 

- WHO, 2020
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Journey 
Mapping

World 
Cafe

Prio Grid

-mapping the patient and provider’s 
journey

- Idea generation to address the 
identified pain points in a patient’s 
journey

- Ranking of ideas to identify high-
impact, high-value interventions
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Rows

- People Involved/ Setting

- Duration

- Emotional State (-10 to +10)

- Positive Experiences

- Pain Points

- Insights/ Narratives

Columns

- Before Consult
- Symptom Onset and finding a 

health facility
- Scheduling and Travel to health 

facility

- During Consult
- Testing (Laboratory, X-ray, etc.) 
- Diagnosis and consultation

(Doctor’s consultation)

- After Consult
- Recovery
- Maintenance (follow-up and 

accessing medications)
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Results and Conclusions

Suggested use cases for 
teleconsultations:
• follow-up of patients living in far 

municipalities previously admitted 
to the tertiary/ end-referral hospital

• follow up on patients within the 
municipality with stable chronic 
disease 

• consultation of non-emergent 
cases

• scheduling of in-person 
consultation

Health system adaptations observed 
during the pandemic:
• Pasabuy (community-led 

consolidated drug purchasing)
• Informal teleconsultations
• Expanded roles of BHWs and 

Nurses
• Increased participation of private 

practitioners in public health



Restricted mobility to conduct on-site research:
- Hiring local personnel to conduct the interviews

Premature disengagement of stakeholders:
- Properly involve and seek approval from local and regional officials
- Always keep a list of alternative eligible sites

Scope Creep:
- Regularly align funders to the initially agreed-upon goals and 

objectives before initiating the project.
- Consistency to deliver > Magnitude of the project

Challenges and Recommendations



Closing

People naturally know how to improvise 
in trying to attain their needs and desires. 
It is up to the researcher to recognize these 
innovations and facilitate their integration 
into local health systems.
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