Patterns

Anticipation  
If it's if it is for an appointment, sometimes there's a little bit of anxiousness or anticipation. 2
So, if like at Disney, have my kids at Disney, right? And if you're in a long line, and you know it's going to take 20-30 minutes. Then that's fine, right? You're going to you're still going to feel that sort of excitement and that anticipation as you move through but if it goes past your anticipated time, then that's when the other emotions will start.2

Uncertainty 
Like if for an emerge waiting room, because you could be called in at any time. You don't know. There's no There's no schedule, there's no you have no idea what is happening behind the scenes, so you have no idea.2

Anxiety 
If it's if it is for an appointment, sometimes there's a little bit of anxiousness or anticipation. 2

Information
Information, information, information, if I understand what's happening that I'm less likely to be upset about.2

I have information. I'm told, you know, like that there will be a delay, or that, you know, somebody's late, or there's been an emergency, or, you know, whatever, okay, then, then it's easier to know or understand why it's taking the time that it's taking.2

I don't necessarily need control. I just, I just need to know because information in my world, I always say Information is power. Information reduces fear, information reduces anxiety, right?

Heightened Emotion 

But just like, heightened emotion, I guess, whether, it's their anxiety, whether it's their anger, whether it's their happiness, it doesn't matter, but it's just okay, heightened. 2

something that's a little bit more toned down, it's not like you're in a kindergarten class2


Trapped

They can maybe go to the cafeteria. They can sit outside. Maybe they can go to their car, like if they are feel because you can't make a space, that's going to be good for everybody.2

So, I think that would be my problem to solve. Would be how to facilitate people not missing their name being called but not forcing them to stay in the same environment. 2

so with the word forcing, that basically means that you feel stuck in a situation2

Being stuck in a space I think it heightens the anxiety. I think you're then you have some fear that if you do run to the bathroom, you're not going to hear your name called just Yeah, I would say more of that anxiety and fear associated with being stuck.2

Frustration
that it is accessible is a good thing, but yes, I would say frustration with the overall wait times for that passing off or that step-by-step process instead of having a, um, type of system where you can get, um, like referrals shouldn't take a year to get into something right. Or it shouldn't take a year to get an MRI to diagnose something that's causing, you know, you an issue.2


Over Crowding  
But if you have a waiting room and try, like, you know, maybe it's supposed to seat 12, and you have 25 people in there, and they're all moving around, then that becomes sort of visually stimulating. 2
And there any too many people for the space.  2
If there's a lot of people doing things, it can be distracting.2

the whole reason for the waiting room is so that people are available when you call them in.  So I think that if it gets to the point of being overwhelming, I think maybe you need a different you need to not force people to stay in that one space, but still not miss being called into the room.2

whether you know, you give them the little restaurant, things I don't know like that light up when it's time to go in. Like they can leave the area if they need to2

They can maybe go to the cafeteria. They can sit outside. Maybe they can go to their car, like if they are feel because you can't make a space, that's going to be good for everybody.2


Over Simulation 
But if you have a waiting room and try, like, you know, maybe it's supposed to seat 12, and you have 25 people in there, and they're all moving around, then that becomes sort of visually stimulating. 2

Communication  

So if I have an appointment time, then I think that within, if we're approaching that appointment time, or we've met that appointment time, and I haven't been called in, then, you know, with within probably another five or 10 minutes, I would expect an update if it's not going to happen in that period of time.2

I don't expect hospital staff to give you a tutorial and how things work all the time. But I do. I would expect them to say, look, I know when it comes to that point, okay, it's taking a little bit longer than normal. We've had a couple emergencies come in or whatever, and just that explanation, okay, would make lead me to not think that okay?2

Time as Organization 
I think everything is reflective of time. So, it's a clock, and you tend to watch the clock to see if you're early, right? So, it's like, how much until my appointment time are they going to be on time? There's kind of figuring out how things are going to go for the next little bit. 2

I look at the clock, you're waiting for your time to come up, and then as it passes, you're waiting to see how far past our time are we going to get.2

If I have an appointment time, like, if it's a medical appointment and I have a time, then, you know, I expect it to be within, you know, a close proximity of that time. But if it is just sort of, you know, if this is the emerge, and you're, you don't, you don't have a time, then you know it's, you start to use environmental cues, I guess, right, just like how long you've been there, how many other people are coming in, okay, yeah, so you'd say you use both environmental cues and knowledge of the situation based on what you're told so information as well.2

Like to be being able to track, you know. My world is generally very scheduled. Okay, so it's important for me to kind of be able to if I know I'm going to be stuck somewhere, that's where the information comes in. If my appointments not on time, then I may have to make arrangements for other things that happen later on, right? So, if, but if I don't know if I'm just left, then I can't structure the rest of my day, like if I need to pick my kids up, or if I have another appointment or whatever.2

I think I can't track the time if I don't have the information, right? So, like I said, if I have an appointment time and that time is not going to be met, then I need to know that so that potentially I can plan for the rest of my day.2

I might do another clock again, just to say now that that time has passed, where are we now?2

So, no one ever really knows what someone else's schedule is like or what they have going on in their life, right? So, for me, if it's a day where I literally have nothing else going on and it takes an extra hour. Okay, well, whatever. I'll just play Candy Crush for an hour. I mean, it would be nice to know that I'm going to sit there for another hour, but there are days where, yeah, I might have another appointment, I might have some I might have work to get back to. I might have to get my kids. I might have to and when people don't communicate outside of the expectation. It's frustrating. It means they devalue your time.2
Slow Intervention
So whatever the outcome was, I'm happy that the appointment is over, but now I might not be having to wait for more appointments or different things. 2

that it is accessible is a good thing, but yes, I would say frustration with the overall wait times for that passing off or that step-by-step process instead of having a, um, type of system where you can get, um, like referrals shouldn't take a year to get into something right. Or it shouldn't take a year to get an MRI to diagnose something that's causing, you know, you an issue.2

they just, they don't have enough, um, knowledge about any of the conditions that they do wait and it can make it worse.2 
So do you think because AI and the internet is so accessible to people nowadays, do you think more people are turning to getting medical advice from the internet now because of referral times, YES! 2
Yeah, because I think it's unnecessary and I think it creates further, further problems and further strain on the healthcare system, right? The longer people wait, the sicker they get. Or the longer they wait for diagnostics, the more damage they could do, which then leads to, you know, maybe before where it could have been a therapy, it's now a surgery, right? Like, so, uh, so yeah, so it's, it's really systemic.2
Uh, because oftentimes the internet and AI does not have the, uh, ability to do a proper assessment and to get the proper information. Yes. So based on a lay person's input, um, like I said, having worked in the field, I don't know how many times they went even, even to like things like telehealth or phone stuff without the proper information, they, they will jump to worst case scenario. Which then creates a whole another issue of anxiety and panic and fear in a person.2

So whether or not they can access private care and pay for it, um, which I don't think anybody should have to do, but it's an option for some people,2

The longer somebody waits, yes, the more intervention or the more, um, soft skills are going to be needed because they're going to have to explain things to people and potentially talk them down.2
Soft Skills (Bedside Manner)

It depends on the practitioner, but I do think that, um, you know, the practitioners trained not to panic, right?2

The longer somebody waits, yes, the more intervention or the more, um, soft skills are going to be needed because they're going to have to explain things to people and potentially talk them down.2

not more attention, just more acknowledgement of, um, or I guess it's not even acknowledgement, it's really, um, providing that communication, giving people their, you know, um, acknowledging what they're there for, right. As opposed to like, you might be the smartest doctor in the world and I'm glad I have you as far as my condition goes, but in order to have maybe understand better, the communication needs to be there. So if they have good communication, then the person is likely to feel more positive about the interaction.2

the better their bedside manner, the better the overall experience. Definitely. Um, I think people, if, if, uh, the professionals are too clinical, um, then people feel like they've been dismissed and after they've waited so long, they feel like they want that attention. Um, so you, if you have a good practitioner that has a good bedside manner and has those communication skills, uh, then people overall feel much more positive about their experience.2

Relief 

After I'm leaving, I think maybe, I would say probably a bit of relief.2

Devaluing My Time
I might have another appointment, I might have some I might have work to get back to. I might have to get my kids. I might have to and when people don't communicate outside of the expectation. It's frustrating. It means they devalue your time.2

So, if I have, if I go to the doctors, I have an appointment for, let's say, nine o'clock, and all of a sudden, it's 10 o'clock before I get in there. And this is just an average day, like there was no emergency, there was no the person is just not managing their time? Well, then, yes, they're devaluing my time. They're saying that their time is more important than mine, so I should sit and wait as long as it takes them to get to me. Okay, even though they made an appointment and I have to be there at that time, but yet they don't have to provide service at that time. 2

Context
I guess it depends on what it is, right, like, I know it was waiting at any time, like, if it's if it is for an appointment, sometimes there's a little bit of anxiousness or anticipation, maybe, and, you know, or excitement, like, if I think the one thing she said, it could be staying in line at Disney so excited about something, right? Like, yeah. So, it really depends on what it what it is, yeah. 2

Yes, like, if there was a time associated with it, it's all, it all has to do with the expectation of whatever you're waiting for. 2
So if I have an appointment time, then I think that within, if we're approaching that appointment time, or we've met that appointment time, and I haven't been called in, then, you know, with within probably another five or 10 minutes, I would expect an update if it's not going to happen in that period of time. But if, it was an open-ended thing, like I'm sitting in the emerge waiting. Then I think, you know, the expectation of it's going to be, you know, initially, when you check in, you know, it's going to be at least this amount of time after that, it will depend, right? On various factors s it's very situational. 2

So, no one ever really knows what someone else's schedule is like or what they have going on in their life, right? So, for me, if it's a day where I literally have nothing else going on and it takes an extra hour. Okay, well, whatever. I'll just play Candy Crush for an hour. I mean, it would be nice to know that I'm going to sit there for another hour, but there are days where, yeah, I might have another appointment, I might have some I might have work to get back to. I might have to get my kids. I might have to and when people don't communicate outside of the expectation. It's frustrating. It means they devalue your time.

So, if I have, if I go to the doctors, I have an appointment for, let's say, nine o'clock, and all of a sudden, it's 10 o'clock before I get in there. And this is just an average day, like there was no emergency, there was no the person is just not managing their time? Well, then, yes, they're devaluing my time. They're saying that their time is more important than mine, so I should sit and wait as long as it takes them to get to me. Okay, even though they made an appointment and I have to be there at that time, but yet they don't have to provide service at that time. 

Entertainment 
Because they have much shorter attention spans. So it is hard even when they're sick, depending on how sick they are, if they're really sick, then you're not waiting very long anyway. But if, but if they're just sick enough, kids tend to have a shorter attention span, and they need, they need more stimulation, as if they're not napping. 2

Food, drink, maybe some books, things to entertain them. Their favorite game, they're stuffy. They're now. Mine are older, their phone charger, their air pods.2

If they didn’t have distraction I think they would just get they would they tend to get upset. They might cry a little bit more. They might, you know, have more outbursts of emotion.2


Dismissal 
that it is accessible is a good thing, but yes, I would say frustration with the overall wait times for that passing off or that step-by-step process instead of having a, um, type of system where you can get, um, like referrals shouldn't take a year to get into something right. Or it shouldn't take a year to get an MRI to diagnose something that's causing, you know, you an issue.2

the better their bedside manner, the better the overall experience. Definitely. Um, I think people, if, if, uh, the professionals are too clinical, um, then people feel like they've been dismissed and after they've waited so long, they feel like they want that attention. Um, so you, if you have a good practitioner that has a good bedside manner and has those communication skills, uh, then people overall feel much more positive about their experience.2


Avoidance 
can be handled with over the counter medication, or, you know, if I can see a different like, you know, if I can go to a chiropractor or I can go to an alternate type of therapy, then I would do that.2

using your own knowledge to fast track treatment2

being your own primary care practitioner, sending yourself to different avenues instead of seeking, er, medical advice2

Understanding 
Information, information, information, if I understand what's happening that I'm less likely to be upset about.2
I have information. I'm told, you know, like that there will be a delay, or that, you know, somebody's late, or there's been an emergency, or, you know, whatever, okay, then, then it's easier to know or understand why it's taking the time that it's taking.2

Internet Influence 
So do you think because AI and the internet is so accessible to people nowadays, do you think more people are turning to getting medical advice from the internet now because of referral times? And do you think there's a negative effect because of that 2

oftentimes the internet and AI does not have the, uh, ability to do a proper assessment and to get the proper information. Yes. So based on a lay person's input, um, like I said, having worked in the field, I don't know how many times they went even, even to like things like telehealth or phone stuff without the proper information, they, they will jump to worst case scenario. Which then creates a whole another issue of anxiety and panic and fear in a person.2

I don't think it would cloud medical judgment. I think that it changes the person's perception of what's happening.2
Updates 
So if I have an appointment time, then I think that within, if we're approaching that appointment time, or we've met that appointment time, and I haven't been called in, then, you know, with within probably another five or 10 minutes, I would expect an update if it's not going to happen in that period of time.2
I don't expect hospital staff to give you a tutorial and how things work all the time. But I do. I would expect them to say, look, I know when it comes to that point, okay, it's taking a little bit longer than normal. We've had a couple emergencies come in or whatever, and just that explanation, okay, would make lead me to not think that okay?2

Emotional Roller Coaster 
So the amount of time makes the emotion shift. So, I think if you wait less time, there's a feeling of almost like, I want to say happiness, if that's really the feeling. But, you know, I guess, I guess happiness, but if, if it's extended, like if you have to wait too long, it kind of moves through irritation to anger, to, you know, definitely fury 2

So, if like at Disney, have my kids at Disney, right? And if you're in a long line, and you know it's going to take 20-30 minutes. Then that's fine, right? You're going to you're still going to feel that sort of excitement and that anticipation as you move through but if it goes past your anticipated time, then that's when the other emotions will start.2
So, I would either be maybe feeling anxious the longer I wait, or I would be feeling irritated, okay, right? But then that one's also anticipatory.2
It would be, um, sort of relief that it's over. I'm no longer waiting, but it, it depends on what the outcome was.2

Overwhelmed2

if it is a medical thing, then I might be anxious about hearing like, what, what I'm going for, right? 2

But just like, heightened emotion, I guess, whether, it's their anxiety, whether it's their anger, whether it's their happiness, it doesn't matter, but it's just okay, heightened. 2

I'm probably still angry if I waited a long time, but if I didn't wait a long time, then I would go with anticipatory2

If they didn’t have distraction I think they would just get they would they tend to get upset. They might cry a little bit more. They might, you know, have more outbursts of emotion.2

I think it is a mix of emotions. Like I think it is a journey, um, if you really depending on the circumstances,2

Um, so I think that, yeah, a mix of emotions is going to occur. And how much of a rollercoaster it is will depend on the actual journey.2

Maybe if you have to wait a little bit longer, you start to get irritated and angry, so maybe we drop down. And then when you're called in, you kind of go back up again. Okay, it's finally my turn. So a little bit of relief. With some anxiety again now. Okay, now I'm going to find out what's going to happen. And then, depending on the outcome, we could stay up or we could go down again and be like, okay, I got no answers, I now have to go for these three tests, and it's going to take this much more time. 2

So it's a very up and down, back and forth kind of system.2

Expectations 
Yes, like, if there was a time associated with it, it's all, it all has to do with the expectation of whatever you're waiting for. 2

If I have an appointment time, like, if it's a medical appointment and I have a time, then, you know, I expect it to be within, you know, a close proximity of that time.2
So if I have an appointment time, then I think that within, if we're approaching that appointment time, or we've met that appointment time, and I haven't been called in, then, you know, with within probably another five or 10 minutes, I would expect an update if it's not going to happen in that period of time. 2

I don't expect hospital staff to give you a tutorial and how things work all the time. But I do. I would expect them to say, look, I know when it comes to that point, okay, it's taking a little bit longer than normal. We've had a couple emergencies come in or whatever, and just that explanation, okay, would make lead me to not think that okay?2
It would be, um, sort of relief that it's over. I'm no longer waiting, but it, it depends on what the outcome was. So whatever the outcome was, I'm happy that the appointment is over, but now I might not be having to wait for more appointments or different things. 2

I don't think it would cloud medical judgment. I think that it changes the person's perception of what's happening.2


Structure Impact 
Like to be being able to track, you know. My world is generally very scheduled. Okay, so it's important for me to kind of be able to if I know I'm going to be stuck somewhere, that's where the information comes in. If my appointments not on time, then I may have to make arrangements for other things that happen later on, right? So, if, but if I don't know if I'm just left, then I can't structure the rest of my day, like if I need to pick my kids up, or if I have another appointment or whatever.2

I think I can't track the time if I don't have the information, right? So, like I said, if I have an appointment time and that time is not going to be met, then I need to know that so that potentially I can plan for the rest of my day.2

There's no There's no schedule, there's no you have no idea what is happening behind the scenes, so you have no idea. Probably just what this is going to do to the rest of my day. Trying to figure out maybe what changes I'm going to have to make, or, you know, what other things I'm going to have to do to make up for that time lost now.2


Physical Environment  
If you don’t have the time you start to use environmental cues, I guess, right, how many other people are coming in. 2
Probably, if there was, like, a lot going on, a lot of people, a lot of noise, a lot of movement, okay, like, a lot of chaos, chaos. 2

nd there any too many people for the space.  2

something that's a little bit more toned down, it's not like you're in a kindergarten class2

I think, just a larger space, okay, probably comfortable seating, a place to pace, if you need, you know, to move around. Maybe just like calming music, some you know, like, I don't know water sounds,2

things that tend to calm, as opposed to, like, loud, harsh noises. 2

If there's a lot of people doing things, it can be distracting.2

if you had a space, if people needed to kind of wander and pace or get up and down, like, that's fine2

think it heightens the anxiety. I think you're then you have some fear that if you do run to the bathroom, you're not going to hear your name called just Yeah, I would say more of that anxiety and fear associated with being stuck.2

But if you have a waiting room and try, like, you know, maybe it's supposed to seat 12, and you have 25 people in there, and they're all moving around, then that becomes sort of visually stimulating. 2

the whole reason for the waiting room is so that people are available when you call them in.  So I think that if it gets to the point of being overwhelming, I think maybe you need a different you need to not force people to stay in that one space, but still not miss being called into the room.2

They can maybe go to the cafeteria. They can sit outside. Maybe they can go to their car, like if they are feel because you can't make a space, that's going to be good for everybody.2


Referral Cycle

That's a good question because so much with medicine isn't, um, like I find you go through stages. The younger you are, the more definitive your answers are. Yes. The older you are, the less definitive and the more steps in the process there are. So, I'm kind of just entering, like, I'm starting to get into the gray area of less definitive answers. So it usually leads to another appointment or diagnostics or something. So it's another step in the plan.2

that it is accessible is a good thing, but yes, I would say frustration with the overall wait times for that passing off or that step-by-step process instead of having a, um, type of system where you can get, um, like referrals shouldn't take a year to get into something right. Or it shouldn't take a year to get an MRI to diagnose something that's causing, you know, you an issue.2

. Maybe if you have to wait a little bit longer, you start to get irritated and angry, so maybe we drop down. And then when you're called in, you kind of go back up again. Okay, it's finally my turn. So a little bit of relief. With some anxiety again now. Okay, now I'm going to find out what's going to happen. And then, depending on the outcome, we could stay up or we could go down again and be like, okay, I got no answers, I now have to go for these three tests, and it's going to take this much more time. 2
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