
EVALUATING THE USER 

EXPERIENCE AS PART OF A 

LARGE DIGITAL 

DOCUMENTATION RE-DESIGN

Christine Suchecki, MSN, RN-BC

Christopher Holland MBA

Naomi Mercier, DPN, RN-BC



PRESENTATION 

OBJECTIVES 

 Review Project Background 

 Describe Scenario 

Development

 Review User Experience 

Testing Process

 Describe Usability Testing 

Lessons Learned



PROJECT BACKGROUND & SCENARIO 

DEVELOPMENT

Christine Suchecki



DIGITAL DOCUMENTATION REDESIGN

NURSING “HEAD TO TOE” ASSESSMENTS

Minimum Data Set

Exception Based Charting using Within 

Defined Limits (WDL)

• Level of consciousness -

• Orientation level -

• Cognition -

• Speech-…

Neurological System Assessment is "Within Defined 

Limits" if all are true for patient:

• Awake/alert or easily aroused and oriented

• Follows commands and demonstrates appropriate 

communication and cognition for age

• Speech is clear and appropriate for developmental 

age...



DIGITAL DOCUMENTATION REDESIGN

SCOPE OF IMPACT

 >12,000 nurses across the organization

 Inpatient 

 Emergency Room

 Perioperative

 Procedural

 Nurses spend ~15,000 hours per month in the 
Simple Assessment

 ~1 million filed values/day for head-to-toe 
assessments



DIGITAL DOCUMENTATION REDESIGN

WHY

There is too much documentation 

and too little time
The volume of nursing documentation 

impedes patient care



DIGITAL DOCUMENTATION REDESIGN

OBJECTIVES

 Decrease clicks

 Decrease cognitive burden

 Increase meaningful documentation

 Increase visuality of patient story

 Increase end user satisfaction and 

experience



VALUE OF USER 

EXPERIENCE

Ensures that design is 

efficient, effective, and 

satisfying to the user.

Schumacher, R. and Lowry, S. (2010), (NISTIR 7741) NIST Guide to the Processes Approach for Improving the Usability of 
Electronic Health Records, NIST Interagency/Internal Report (NISTIR), National Institute of Standards and Technology, 
Gaithersburg, MD, [online], https://doi.org/10.6028/NIST.IR.7741, 
https://tsapps.nist.gov/publication/get_pdf.cfm?pub_id=907313 (Accessed February 10, 2023)



“

”

NURSES WILL USE THE EHR AS THEIR PRIMARY TOOL TO DOCUMENT, SYNTHESIZE, AND 
COMMUNICATE PATIENT DATA. THE IMPACT OF HEALTH
IT AND FREQUENT EHR USER INTERACTION POINTS TO THE IMPORTANCE OF NURSING 
ENGAGEMENT IN ADOPTION

ROJAS, CRYSTAL L. MS, RN-BC, PHN; SECKMAN, CHARLOTTE A. PhD, RN-BC. The Informatics Nurse Specialist Role in Electronic Health Record Usability Evaluation. CIN: 
Computers, Informatics, Nursing 32(5):p 214-220, May 2014. | DOI: 10.1097/CIN.0000000000000042

Adoption of usable EHR:

• Safer, higher quality of care

• Improved ROI

Suboptimal technology impacts:

• Decreased productivity

• User frustration

• Loss of clinician buy-in

• Data inaccuracy



END USER’S PERSPECTIVE- CURRENT STATE

 Informal

 Retrospective

 Limited

 Unqualifiable

 Net Promoter Score

 Anecdotal feedback passed 
through layers of governance



SCENARIOS



SCENARIOS

 Clinical narratives 

“typical patient” 

created by workgroup 

SME

 ICU

 Med-Surg

 Emergency 



SCENARIO VALIDATION

 Nursing Clinical Lead documentation of script

 UX team recorded



REVIEW USER EXPERIENCE (UX) 

TESTING PROCESS

Christopher Holland



Project 

Overview

Scenario 

Development

Participant 

Recruitment

Participant 

Scheduling

Scenario 

Validation

Test 

Execution

Results Analysis 

& Packaging

UX TESTING PREPARATION



• Proctor builds and loads simulated EHR 

environment, and side-docks scenario 

on screen, and turns on key/click 

counter

• Testers join recorded MS Team session, 

are briefed on UX testing, and take 

control of proctor’s screen

• Tasks are conducted sequentially, with 

prompt to “think out loud” as testers 

move through workflow 

• Select questions are asked in-session to 

garner feedback. Testers are then 

provided post-session survey to quantify 

preferences

UX TESTING EXECUTION



EffectivenessSatisfaction

Can my users complete this 
task more accurately?

Does executing this task 
meet or exceed my users’ 

expectations?

In-Session Feedback Post-Session Survey 

System Usability Scale + 

Project-Value Questions

Workflow Analyzer

Keystroke-Level-Model 

Time to Complete

(Control & Actual User)

?

!

Functional & Documentation Accuracy

% Documentation as Intended vs. 

% Documentation in Chart

Targeted 

Preference 

Questions

Efficiency

Can my users complete this 
task with less time or 

resources?

Usability is the extent to which a product can be used by specified users to achieve specified goals 

with satisfaction, efficiency, and effectiveness in a specified context of use - ISO Definition

MEASURING USER EXPERIENCE

https://www.iso.org/obp/ui/#iso:std:iso:9241:-11:ed-2:v1:en
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RESULTS ANALYSIS



KEY OUTCOMES

• Overall users found a significant usability improvement with the new workflow across all specialties

(Med Surg/ICU: 9% increase to “B” range of SUS, ED : 14% increase to “A” range of SUS)

• Measured control runs show substantial action and time savings, likely to be recognized as RN 

familiarity with new workflow improves
(Med Surg/ICU: 22% improvement;  ED:  9% improvement)

• New workflow leads to more accurate charting, as RNs were more likely to document system 

assessments they may have skipped in legacy workflow 
(Med Surg/ICU: 7% improvement;  ED: 12% improvement)

“This will definitely be great for nurses to decrease the 

documentation load. I found it very easy to use once 

I was used to using it.”  

- Survey Feedback

“I think the new charting system will allow for less computer 
time and more patient face to face time. The development 
is thoughtful and pertinent to my job.  I look forward to this 
charting style.”

- Survey Feedback



NEXT STEPS FOR UX ANALYSIS

30-Day Post Go-Live Retest Production Metrics Analysis

Retest with participant pool following 

30-day maturity with new Drop Click 

workflow to understand UX impact

Capture key metrics related to accuracy, 

efficiency, completeness, and utilization 

with production data to benchmark Drop 

Click workflow against legacy



USABILITY TESTING: LESSONS LEARNED 

Naomi Mercier



LESSONS LEARNED: SCENARIO 

CREATION

 Scenario development focused on 

clinical documentation relevance for the 

typical patient in the setting (Med-Surg, 

ICU etc) 

 We discovered that usability scenarios 

need to be structured with steps & clear 

objectives to assist with the evaluation of 
the workflow process 

 The adjacent screen shot is a usability 

scenario created after this project was 

complete incorporating this structure  



LESSON LEARNED:  SCENARIO 

VALIDATION

 Validation of each scenario was more 

challenging than anticipated

 We walked thru the experience that participants 

and validated each “task” or step in the process

 The scenarios were restructured somewhat to 

match the steps in the head to toe, but overall, 

this was a rigorous exercise that required some 

time



LESSON LEARNED: TRAINING 
AND TESTING A NEW 
PROCESS
 Goal  to assess the future state workflow & 

inform our training development

 Trained users on the new format in a 3-
minute video before the testing

 Users left steps out of the documentation & 
impacted efficiency scores 

 We did gain some insights that contributed 
the training scenario and workflow teaching 
points

 We plan to retest users now that we are live, 
and they have been adequately trained for 
more accurate user  perceptions

This Photo by Unknown Author is licensed under CC BY

https://drdeborahserani.blogspot.com/2010_04_01_archive.html
https://creativecommons.org/licenses/by/3.0/


EXPANDED OPPORTUNITY: 

SIMULATION LAB TO TEST USABILITY

 As mentioned, we discovered usability testing scenarios can be 
awkward to follow and document

 Major trends in usability testing include more testing in naturalistic 
environments such as simulated nursing units and classrooms 

 We suggest as an expanded opportunity, to test documentation in a 
simulated environment



LESSONS LEARNED:  PARTICIPANT 

SELECTION
 Participants need to actively use the functionality being tested

 Different levels of experience with documentation is 

recommended

 Best participants are engaged and are willing to go through the 

process several times (pre and post)



LESSONS LEARNED: USABILITY TESTING 

FOR PERIOPERATIVE USERS

 We initially focused the UX testing for IP Nursing staff (Adult 

Med/Surg, ICU and ED)

 We did branch out to special areas such as Perioperative as we 

did not anticipate workflow impacts

 In hide-sight we may have found some of the workflow concerns 

ahead of time if we had UX participants from Perioperative units
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