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that’s too much information!
Enhancing family education at Pittsburgh Children’s Hospital

Information overload at CHP has always been a problem, especially  
with families of patients going through the critical care units, 
where information regarding medical diagnoses, treatment, and 
care outside the hospital become more complicated. This project 
will aim to improve current methods of family education. The 
goal is to understand the current state of family education at 
Children’s Hospital and how families feel regarding their education. 
I will specifically be focusing on families in the Intermediary Care 
Unit (7IMC), a new step-down unit from Critical Care at CHP that 
opened in October 2007. This unit houses children who are not 
listed under critical care but still require constant monitoring. 
Because of the nature of this unit, lots of opportunities exist to 
study the information flow of families’ journeys up until this point; 
families of children in the 7IMC often feel more obligated to know 
more about their child’s care as the patient to staff ratio increases 
as patients move from Critical Care to the 7IMC. 
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INFORMATION FLOW

Types of information Methods of delivery

FAMILY AND PATIENT JOURNEY

The implications of this project will not only help the new 
Intermediary Care Unit at the hospital, but will hopefully be used 
in any hospital in need of better ways to educate their patients 
regarding their care.  

As there have been unexpected waits during the course of the past 
four months (see project timeline below), I have not yet been able 
to talk to families at CHP. However, upon speaking to a number 
of staff at the hospital, I have been able to gather an overview of 
the family and patient journey, as well as what the staff sees as 
the information flow for families. From this I developed a set of 
research activities for the families at CHP which will enable me to 
learn about their experiences regarding information gathering, 
understanding, and retainment throughout their journey.

What is important to me?

Don’t need to

know at all

Definitely need 

to know

How important to you is the following information?

The child’s diagnosis

Information about the child’s diagnosis

List of services available for your child at the hospital

List of services available for you at the hospital

Location of hospital facilities

Names of the medical staff treating the child

Roles of the medical staff treating the child

Instructions for child care (for you at the hospital)

Instructions for child care (for when they go home)

Using this scale:

How much do I feel I know?

Don’t know
anything

Know all 
about it!

How much do you feel you know about the following things?

The child’s diagnosis

Information about the child’s diagnosis

List of services available for your child at the hospital

List of services available for you at the hospital

Location of hospital facilities

Names of the medical staff treating the child

Roles of the medical staff treating the child

Instructions for child care (for you at the hospital)

Instructions for child care (for when they go home)

Using this scale:

Tell us a little bit about your journey so far. What were the steps  

that got you here? (e.g., did you first go to your doctor’s office, 

then to the ER? Did you come straight from home?)

1

2

3

4
Who am I?

How tech savvy do you think you are?

What sorts of technological devices do you currently use?

mp3 players
cd players

cassette playerstelevisions
DVD players

PDAs

other:

cell phones
voice recorders  (       digital?)laptop computerdesktop computercamcorder  (       digital?)camera (       digital?)

Not savvy at all

I am a tech expert

How old are you?
0 – 22

23 – 29
30 – 39

prefer not to answer

40 – 49
50 – 59

60 or older

What is your relationship and role to the patient?

RESEARCH ACTIVITIES

Rating cards

Designing a care kit for other families

Experience cards

Technology cards

NOVEMBER DECEMBER JANUARY

Carrie Chan | Master of Interaction Design Candidate | Thesis Project | School of Design, Carnegie Mellon University | Advisor: Shelley Evenson . 

pre-critical state critical state post-critical state

camerapaper / binderPDA / pocket computerlaptop / computerDVD

DVD

video camera

voice recorder

television

cell phone

iPod / mp3 player

PDA / pocket computeriPod / mp3 playerDVD

DVD

televisionlaptop / computercameravideo cameravoice recorderpaper / bindercell phone

intermediary 
care unit (7IMC)

medical information
follow up information
medical staff
diagnosis
diagnosis information
discharge information
procedure information
instructional care
lifestyle information
general information
resources

Activities to gain insight into families’ experiences during their journeyInformation flow through the major stages of a family’s journey

An overview of what the journey of a 7IMC patient and family is like, from beginning to end, as viewed by CHP staff

To provide a higher level view of what it is like to be a family member of a patient at Pittsburgh 
Children’s Hospital, these cards contain general questions regarding a family member’s background, 
their overall experience so far, what types of information are important to them, and how much they 
feel they know about certain information.

To provide a deeper understanding on the connection between information and emotion, family 
members will be asked to design a kit for other families going through the same experience as them. 
Knowing what they know now, what would they tell other families? If they could give any sorts of 
products, technology, or advice, what would they think would help?

To gather a deeper level insight in their experiences at each step of the journey, these cards contain 
images meant to evoke different emotions and states. Family members will be asked to choose cards 
that correspond to different stages of their journey and describe why they chose the card. 

To provide a deeper understanding of how family members deal with information, each of the 10 
cards contains a different technological product. Family members will be asked to think about the 
information given to them so far, and whether or not any of these products would have helped 
the information gathering, understanding, or retainment throughout the journey. Towards the end, 
family members will also be encouraged to design their ideal information device/system. 
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