
Journey Mapping tool
Visualising a person's experience of a service

Mariana Monteiro, HIS service design team

Supporting better quality health and social care for everyone in Scotland



Journey Mapping tool

Agenda

• Intro

• Understanding the brief

– Internal Research & Insights

– Mapping use cases

• Developing the tool

– Co-creation workshops

– Requirements and constraints

• The tool

– Guidance

– Available formats: miro, powerpoint

and online resource



The brief/challenge
Applying a human centred methodology to 
journey mapping
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How we started

The challenge

There are no guidelines on how to convey a 

message effectively through a journey map. 

Information is presented differently across the 

organisation which causes confusion and 

inconsistency.

The aim

Develop a reusable package including standard 

guidelines and best practice examples for 

information to be visualised in a journey map.



What we found out

Journey mapping 
without reflecting on 
the why

Teams are not taking time to 
reflect on the tool's purpose 
and what information they 
want to highlight.

As a result, journey maps can 
sometimes be overwhelming 
and difficult to read with too 
much information.

Lack of best practice 

examples and guidance 

make it harder to 

perform

Teams are lacking best practice 

guidance and easy-to-use tools 

to visualise people's journeys 

across one or multiple services.

Currently there are no guidelines 

on how to convey a message / 

insight / opportunity through 

a journey map.

Different levels of 

experience with journey 

mapping

Journey mapping is done widely 

across the organisation to 

visualise information. By 

recognising the different levels of 

experience we can ensure the 

Journey Map package is easy-to-

use for everyone, regardless of 

their level of expertise.



What it looked like



Developing the tool
Mapping requirements and constraints 
based on research
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Constraints

Requirements and constraints

Requirements

Iterative and open

Living document that considers feedback loops and 
improvement cycles

Consistent but flexible

Give people freedom within clear guidelines

Easy to use for different audiences

Consider people with different level of design and journey 
mapping experience

Include best practice examples

Include examples of how the tool looks in practice to 
inspire people in the organisation

Large organisation

Inevitably it is difficult to launch a new tool in a big 
organisation like Healthcare Improvement Scotland

Organisational structure and governance

Complex structures and multiple decision-makers

Technical skills

Range of tech skills could be a barrier to adoption

Multiple barriers to adoption

Reluctance form stakeholders and employees to use a new 
tool



Suite of tools

Brainstorm Cards Reflection CardsJourney Map templates

A series of templates focusing 
on different elements in a 
person's journey

Components

• Templates A,B,C,D

• Instructions on how to use with 
examples of best practice

• Icon library and color guidelines

Event Cards

An adaptable tool to help you 
capture touchpoints during an 
interview with a participant.

Components

• Printable A4 sheets with cutting 
guidelines

• Prompt questions for interviews 
with users

A set of cards to prompt teams 
to think about future service 
improvements.

A set of cards to prompt teams 
to reflect about current service 
challenges and understand 
why they happen.

Components

• 32 reflection cards

Components

• 28 brainstorming cards



Journey Map package: When to use

Before the interview During the interview After the interview

Create a Conversation Guide to 
help you lead the interview

Print the Conversation Guide

Print the Event Cards

Event Cards are a tool created to help 
you capture data during the interview

Use the Event Cards to help you 
capture data

In order to be trauma informed, you can 
cut the Event Cards sheets so 
participants can move things around to 
organise steps chronologically.

Take verbatim notes and quotes

Organise your Event cards and take 
a photo to capture their order

Choose one of the Journey Map 
Templates in the package

Reflect on the themes that came out in 
the interview and what information you 
want to highlight.

Create your Journey Map



Formats available



Journey map templates
Set of guidelines and templates to be used by 
people with different levels of experience
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Journey Map Package: Templates

Template A Template B Template C Template D

When to use this template

Highlight a sequence of events, 
feelings and challenges.

Template preview

When to use this template

Highlight opportunities
resulting from challenges.

Template preview

When to use this template

Highlight backend processes,
policies and data.

Template preview

When to use this template

Highlight all organisations
involved in a person's journey.

Template preview

Template Components
• Timeline of events (dates)
• Touchpoints
• Services interacted with
• Challenges & highlights
• User feelings
• Mental and Physical Health

You can add these components
• Medication / treatment
• Quotes
• Service drop-offs

Template Components
• Touchpoints
• Services interacted with
• Challenges & highlights
• Missed opportunities

You can add these components
• Timeline of events (dates)
• Medication / treatment
• Mental and Physical Health
• Service drop-offs

Template Components
• Touchpoints
• Services interacted with
• Stakeholder steps (backend)
• Policies
• Data gathered
• Data shared and format

You can add these components
• Timeline of events (dates)
• Missed opportunities

Template Components
• Timeline of events (dates)
• Touchpoints
• Services interacted with
• Stakeholder steps (backend)
• Significant life events

You can add these components
• Missed opportunities
• Engagement Levels





Template A
Template A



Template A
Template B



Template A
Template C



Template A
Template D



Template A
Template D



Getting feedback

Miro board

Miro board link

PowerPoint

PowerPoint link template A

PowerPoint link template B

PowerPoint link template C

Healthcare Improvement Scotland

Online resource link

https://miro.com/app/board/uXjVMq38qNo=/?share_link_id=711439565924
https://ihub.scot/media/10222/tools-journey-map-template-a.pdf
https://ihub.scot/media/10223/tools-journey-map-template-b.pdf
https://ihub.scot/media/10224/tools-journey-map-template-c.pdf
https://ihub.scot/resources/service-design/designing-person-centred-services-for-housing-social-care-and-health/tool-directory/disc-journey-map/


Keep in touch

Thank you!

Twitter: @marianapenamon1

Email: marianapenamonteiro@gmail.com

Web: healthcareimprovementscotland.org

Blog: blog.healthcareimprovementscotland.org




