Individual Homework # I3 – Ethnography

ABSTRACT
The goal of the ethnography study was to revolutionize the waiting room experience, by introducing Kiosk system to provide education as well as entertainment. 
Time and day: On October 7th, 12:00 noon to 1:00 pm

Location: BMC Ambulatory Care Center, 850 Harrison Ave, Boston

DESCRIPTION ABOUT THE WAITING ROOM
The waiting room has 13 chairs and a receptionist desk. Four chairs are facing the glass wall and lobby. In one corner there is a water cooler and in another corner few books are kept on a table. The receptionist’s desk has a basket containing packets of snacks, some appointment scheduling forms etc. There were two paintings on one wall and board displaying information about workshops, sessions etc on another wall. There was a picture which showed that wireless internet access was available in clinic. There was a music playing radio which provided some sort of entertainment to patients. In summary the waiting room was small but enjoyable, airy due to its location.
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OVERALL OBSERVATIONS
PROCESS

Most of the patients come with a scheduled appointment. For a new patient there is a registration process. Patients without an appointment are asked to fill out an appointment scheduling form to get any available appointments. The receptionist guides them through the process. The patients wait in the waiting room area until the receptionist calls out their names. The doctor gives warm and friendly smile to the patient and takes the patient to the consulting room. After completion of consultation, doctor again accompanies the patient to waiting area and asks them to wait until receptionist sets up their next appointment. 

STAFF (RECEPTIONIST, DOCTORS, NURSES)
I observed that the staff at the clinic was very friendly and approachable. The patients were really comfortable in discussing their problems with the doctors and nurses. Receptionist seems to be really busy with sending patients in for their appointments, providing registration information to new patients, scheduling future appointments for the patients after their consultation, answering the phone and answering very common question by patients (who are waiting for longer than expected) “How long it’s going to take?”.

THE PATIENTS

 In an hour I observed almost 7-8 people (patients and people who accompanied them) sitting in the waiting room. All the patients were above 60 years. Most of the patients were accompanied by younger relatives. The patients in the waiting room were not interacting with each other initially. After few minutes, I saw one patient talking to the receptionist about her personal health issue and the receptionist seemed to be aware of it. One patient picked up a packet of snacks from the basket. I saw one male patient reading the bulletin board.

FOCUSED ACTIVITY 

For about 20 minutes, I observed all kinds of activities that people are engaged in and then decided to focus on one activity i.e. interaction in the waiting area. I think technology can be used to make these interactions more effective and informative reducing the overall waiting time.

Interaction between different people in the clinic

· Receptionist and new patient – When the new patient comes to the center, they have to wait for the receptionist to get the information about the process. If we have a kiosk application showing steps for registration, it will save time of patient as well as receptionist.
As the patients are of a diverse linguistic, an application having registration form and help feature in different languages would be of help.

· Two patients – I observed two patients were discussing recent news. A web based kiosk application would help browsing news easier. Patients from different cultures also can find regional information through web sites.
· Receptionist and patient after consultation – Even after consultation a patient has to wait until the receptionist sets up next appointment. An application for scheduling appointments would make it easier.
· Doctor and patient – I observed that board displayed information on workshops. The doctor and nurses asked them to have a look at it and register for it. I think if the kiosk application displays this information in noticeable way, then people might check it out while waiting for an appointment.
PATIENT INTERVIEW 1:

I followed an unstructured way while asking interview questions. I could speak to 2 patients. One lady patient, who was busy in eating snacks, gave me a smile. She was about 60 I guess. She was waiting for about one hour and fifteen minutes. In the initial observation, I found that she was very friendly with the receptionist. She was upset about waiting for so long. After getting her permission, I asked her “How does she like to pass her time while in the waiting room?” She told me that “I read magazines and news papers and listen to music.” When I mentioned about the touch screen, she interrupted me in between and said that “I don’t know, I am not very familiar with computer.” I explained her that it will be like ATMs and will be easy to use to read news, articles etc. She sounded interested in the overall idea. By that time, doctor came out to take her for the consultation, she was happy that her waiting period ended there. 
Quotes: “Hmm… might be useful for the people who can use computer.”

PATIENT INTERVIEW 2:

I saw one male patient coming out with a big smile on face after his appointment with doctor. He was asked to wait until receptionist sets up next appointment for him. He greeted everyone in the waiting area. I think he was about 70 years. He visits the clinic once in three months and he mentioned that he faces generally 15 minutes of average waiting time. I asked him a simple question, “How do you pass your time in the waiting room”. He said that it has never been an issue for him. He talks to other patients, doctors and receptionist and time passes by easily. I asked him whether he was familiar with computer, he said “yeah very much”. When I talked about the application where you can get information and play a game, he said that “I don’t like playing games and anyways I think it will be too less a time to play a game”. He was very much impressed by the idea and encouraged me. He said, “He can read news and it would be good if we provide history related information as he always watches history channel at home.”
Quotes:

“They have a radio, but I would love to watch news on TV.”

“I come once in three months and I am lucky that I never waited more than 15 minutes.”
CONCLUSION:

Introduction to kiosk application will definitely make the interaction effective and more useful. 
Initially, patients will be reluctant to use the application as they are not familiar with computers. Doctors, nurses and receptionist can contribute in promoting the usage of the application among patients. 

The kiosk application should be user friendly, informative and entertaining. 

