
Physical Therapy On-going HealthPhase of Journey

Herniated Disc Patient
JOURNEY MAP

Discouraged Debbie
59
Office Manger at a manufacturing firm
Husband and three grown children 

Age
Occupation

Family

ConsultBack Surgery

“ These doctors are always trying to push things on us.   
 Like I'm going to pay for 24 visits to the physical 
 therapist! That costs a lot of money!”

MEMORABLE QUOTE

Debbie works in a desk job, getting limited exercise. 
She is a new patient, and hasn't had a primary 
physician for years.

BACKGROUND

Emotions at
Touch Point/Interaction

Thoughts at
Touch Point/Interaction

Overwhelmed Discouraged, disengaged Resigned to pain ResignedAmbivalentConcerned, anxiousNoncommittalDepressed

“ We’ll see how it goes.” “ This plan just isn’t for  
 me. Why should I even  
 bother?.”

Disappointed, hopeless

“ I tried that stuff, but it  
 didn't work.”

“ That’s how these things  
 always go.”

“ I feel like I’m just another  
 number.”

“ My doctor keeps talking  
 about all this rehab and  
 exercising I have to do.”

“ Wow, this is a lot of work!”“ These things always      
 happen to me.”

After years of back 
pain, Debbie’s family 
finally convinces her to 
have back surgery. Doctor goes through 

details of Debbie's 
recovery plan. Debbie 
listens without asking 
questions.

No follow through 
on exercise outside 
of rehab. Continues to miss 

rehab sessions.

Agrees to a standard 
plan her doctor sets 
up for her.

First rehab session. 
Physical therapist gives 
a general plan and 
walks Debbie through 
it, then quickly moves 
on to the next patient. 

Neither her physical 
therapist nor doctor follow 
up after missed sessions.

Eventually, Debbie 
resigns herself to 
limited ability, and is 
too stiff to play with 
her first grandchild.

Goes to first few 
appointments, but just 
goes through the 
motions. The therapist 
walks her through the 
steps, but doesn’t focus 
on how to make the 
plan work for Debbie.
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Touch Point/Interaction

Friction Point
An interaction that reduces 
member engagement.

Either/Or ScenarioOR

Moment of Truth
A critical interaction that 
determines whether the member 
continues with their journey.

Deb’s Route

Alernate Route
Based on Moment of Truth

Critical Phase

At her surgery follow- 
up, her doctor tells 
her that it typically 
takes 6 months to 1 
year of solid exercise 
for recovery.




