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“50-60% of people in my age group 
have A-fib… What do they do when 

they can’t access medication? How do 
we fix that system to allow elderly 
people to get medication easily?

Gladys
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Domain Selection:

Equitable Healthcare

Sexual Health 
Education

Healthcare Access 
and Awareness

Physical Health 
Uncertainty

Mental Health 
Education

Community 
Engagement

Some things we were wondering:
● What are the greatest barriers to accessing healthcare?
● How honest are people about their health?  
● How do people respond to uncertainties about their health?
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Needfinding Methodology
Who did we Interview, and what did we ask?1



Looking for participants, we focused on
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International 
Perspectives

How does Healthcare access 
differ from the US?

D
egree of Random

ness

How
 can w

e find the m
ost holistic 

understanding of Healthcare?
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We spoke to…
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We spoke to…

Gladys is a retired surgical nurse 
who has an understanding of 
medical symptoms and medicare 
access, but also experience 
numerous complications due to her 
diagnosis of Atrial Fibrillation, or 
a-fib

Anjana is a Stanford student from 
India who has experience searching 
for healthcare access both in India 
and in the United States.
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Some Questions We Asked…

“What was the hardest part of transitioning 
off of your parents’ healthcare plan and onto 
your own plan?”

“Have you or a loved one ever been hospitalized 
for serious medical conditions? At what point did 
you/your loved one seek medical attention?”

“What’s the first thing that you do when 
you notice symptoms of physical illness?”

“How frequently do you go to your 
doctor for a routine check-up?”

“How soon do you visit the doctor once 
you notice any symptoms of physical 
illness?”

“What would you predict to be the 
biggest barrier for accessing 
healthcare?”



Interview Results & Analysis
What did we find out?2



Gladys, 70s
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“If you’re feeling well, why aren’t you doing well?”

“I had to concentrate on having a job to keep the family. 
My kids were my number one, my job was second, and I 
was the last priority.”

"when the water gets too deep, the fire 
gets too hot, you bail."



Gladys’s Empathy Map
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Gladys’s Empathy Map
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“A good doctor 
is a kind and 

empathic one”

Handles most of 
her diagnoses 

herself

If a doctor cannot 
suit her needs, 

then she can be 
her own doctor

Feels she needs to 
retain autonomy in 
order to maintain 

health



Chris, 30s
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“I wish I had more options for mental health therapists”

“Good therapists are too expensive.”

“I’m not sure about my current plans’ 
coverage, I should look into it but its a pain 
to go through”
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Chris’s Empathy Map
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Chris’s Empathy Map

“It’s a pain to 
read policy 

details”

Avoids looking 
through options

Language is too 
complicated to 

understand 
quickly

Feels he is not 
getting the best 
care for what I 
need 



John, 25
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“I’ll usually wait a week to see if I feel better 
before making a doctor’s appointment”

“Had I known I could have purchased 
private health insurance, I would have”
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John’s Empathy Map
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John’s Empathy Map

Avoid physical 
activity

“If my symptoms 
lasted longer than 
a week I would see 

a doctor”

Seeing a doctor 
without insurance 
is too expensive

Stressed about 
hurting himself



Anjana, 26
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“I believes I have a very high pain tolerance. The only time I 
would seek medical attention is when the pain is intolerable”

“Most of the time, my symptoms are not serious. 70% of time 
home remedies work”

"Sometimes I'm not feeling great and I think the 
other person doesn't want to hear that...50% of the 
time, I am not good. In such situations, I say, ‘I’m ok'"



Anjana’s Empathy Map
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Anjana’s Empathy Map
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“Most of the 
symptoms I get 

could be 
hereditary” 

Getting a medical 
appointment in US 
is time-consuming 
process; one has 

to wait!

She’ll wait for 
symptoms to 

subside on its own 
and won’t take 
pills until then

Wants healthy 
lifestyle but it’s 

difficult to manage 
because of her 
busy schedule 



Summary and Key Findings3 What’s Next?



Insights into what people need….

Better understanding 
of health insurance 

coverage and options

More affordable good 
mental health specialists / 

resources

Cheaper care to address 
uncertainty of symptoms 
without having insurance
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Empathy from 
medical professionals 
regarding facilitating 
access to healthcare

Knowledge about health in 
order to have Agency to 

take action when faced with 
medical complications

Quick and easy access to 
healthcare



Next Steps!

● Expand our interview scope to 
more people who might have 
had experiences with medical 
bills or health complications

● Continue synthesizing data
● Narrow down our 

understanding of problems 
with access to healthcare

● HMW Statements and 
experience prototypes

Simplicity
Understanding
Empathy
Independence 
Agency
Accessibility

25



Appendix4
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Insights and Needs

Insight: The sheer convoluted nature of the 
healthcare plans hinders people from 
understanding their coverage, which 
influences the frequency at which they visit 
the doctor

People need a better understanding of 
health insurance coverage and options
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Insights and Needs

Insight: if people do not feel a sense of 
connection or rapport with their doctor, this 
actually correlates with how likely they are to 
self-diagnose symptoms and self-treat 
illnesses with at-home remedies

People need empathy and trust from 
medical professionals regarding 
facilitating access to healthcare



29

Insights and Needs

Insight: when healthcare plans are too 
expensive, people are also likely to suppress 
pain and leverage pain tolerance to avoid 
visiting the doctor

People need cheaper care to address 
uncertainty of symptoms without 

having insurance

29



30

Insights and Needs

Insight: When seeking mental health 
resources, one of the greatest limitations in 
access exists in a lack of diverse and 
specialized help

People need more affordable good 
mental health specialists / resources
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Insights and Needs

Insight: When faced with emergency 
situations, people like to be feel fully informed 
(whether accurate), and will seek out 
information if necessary and by any means

People need knowledge about health in 
order to have agency to take action 

when faced with medical complications
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Insights and Needs

Insight: Healthcare system in US is not easy. Lot 
of steps are involved and it’s difficult to get an 
appointment quickly. This prevents people 
from seeking medical attention and they rely on 
home remedies.

People want quick and easy access to 
healthcare 
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