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Purpose  

Observations describe behavior, 
communication patterns, workflows 
and tasks of clinicians in specific 
work environments.  

UCD process relies on systematic 
understanding of clinician behavior 
and environment constraints.  
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Goals 

Determine workflows  

¦Help to ensure that IT fits with or improves 
existing workflows  

Identify inefficiencies  

¦Where are the breaks, gaps, disconnects, 
and opportunities for error?  

Identify opportunities  

¦What can be done better?  



Goals 

Describe clinicians  

¦Hospitalists, specialists, surgeons, 
nurses, EMS personnel, support.  

Describe clinical environments  

¦Ambulatory, hospital floor (service), 
surgical, critical care, emergency care  

Describe opportunities for error  

¦Interruptions, handoffs, missing info  

¦Workarounds, safety concerns  6 



Goals 

Describe interactions  

¦Among clinicians and with patients  

Face- to - face, phone (real - time)  

¦Clinicians with information systems  
¦Search and retrieval of data  

¦Documentation  

¦Clinicians and physical environment  

Rooms, clean environment, transfers, 
location of workstations, nursing stations  



Preparing for Observations  

Identify key stakeholders  

Gain access  

Set primary focus  

¦Workflow model (present and future), 
communication pattern, deviation from 
protocol, situational awareness, tracking 
flow of care and time to treatment  

Identify participants and conditions  

¦Physicians, nurses, coordinators  

¦High/low patient volume, handoff  

 

 



Preparing for Observations  

Develop an approach  
¦Observations of work? Interviews ?  

Develop supporting materials  
¦Observation sheet  

Use de- familiarization  
¦Donõt assume you know how work is 

conducted  

Triangulate  
¦Compare data from different methods  
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Observation Techniques  

Shadowing  

¦Follow one clinician over the course of 
a shift (or less, 2 - 3 hrs ) and create 
field notes.  

¦Record activities, interactions, events, 
their duration, time and location.  

¦Do not ask questions or interrupt, 
clinicians may volunteer explanations  



Observation Techniques  

Observe group behavior  

¦Take notes on activities at specific 
locations ð description, goal, 
frequency, duration, clinical role.  

Observe from patient perspective  

¦Follow one patient through an episode 
of care ð describe interactions, kind 
and source of information, waiting.  



Ethnographic Descriptions  

Observation and shadowing  

¦Evaluating authentic behavior  

¦Time consuming, may not understand 
reasons for actions  

¦Interpretation may be difficult  

Interviews (open, semi - structured)  

¦Excellent to fill observation gaps  



Structured Observations  

Define activities, tasks, artifacts  

¦Prepare from literature, prior studies, 
informants, experts, interviews.  

Develop field notes collection tool  

¦Timestamp, pre - defined categories, 
descriptive notes  

¦Paper or electronic format  



14 


