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Step 1: Label 8 phases of the 
patient journey. For example, 

“Patient Research” or “Scheduling”.

Step 2: Identify micro moments that 
occur within each step. Determine 

which  moments cause trust (above 
the dotted line) or lead to distrust 
(below the dotted line) - these are 

experiences that need improvement 
and are opportunites to create 

deeper loyalty greater satisfaction 
and compliance.

Step 3: Ideate ways to use technol-
ogy/mobile companion apps to turn 
moments of distrust into delightful 
experiences for your consumers.

Step 4: Discuss with Patient 
Experience or Ambulatory Clinic 
colleagues or other stakeholders 
and begin to prioritize and plan.

Questions or comments? 
Email shawn@whiterhino.com

Online 
scheduling

Can I schedule my 
appointment online?

Reason 
for visit

Why are you here 
today?

Paper handouts 
distributed during 
registration

Did someone say 
paper?

Patient-centric 
website design

Quality data not 
easily understood

Missing clinic 
return phone calls

Text appointment
reminders

Not notified of 
clinic delay

Clinician repeats 
what was heard

Procedure follow 
up instructional 
videos

Didn’t get a chance to 
speak with the surgeon

Lack of  interac-
tion with care team

Send procedure 
status to family

Does my family know 
I’m okay? 

Instructions for 
home care

How will I remember how 
to treat my bandages?

Report pain levels 
during recovery

Am I supposed to be 
in this much pain?

Automated com-
munication

Will anyone keep in 
touch with me?

Google search
by diagnosis

How do I find a 
great heart doctor?

RESEARCH INITIAL DOCTOR VISIT

RECOVERY + REHAB DISCHARGE

SCHEDULING PRE-OP

PROCEDUREFOLLOW-UP + LONG-TERM 

Micro 
Moments 
of Trust
Consumer 
experience 
journey map

EXAMPLE

Hi, Matthew Smith, MD.
3 new pediatric gastroenterologists have 
recently joined Floating Hospital for Children
View now
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