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Jessie J E S S I E ' S  E M O T I O N A L  J O U R N E Y

Jessie J E S S I E ’ S  PA I N  P O I N T S

No persona / COLLEAGUE / Jessie / Doctor / PATIENT C H A N N E L  U S A G E

P R O J E C T

CMS POW
J O U R N E Y  M A P

JESSIE'S JOURNEY WITH CMS POW
D E S C R I P T I O N

Jessie who works in the doctor's office has taken over an additional new function from her 
colleague who has been assigned certain other tasks. Jessie is now learning how to order 
publications for the office from CMS's POW site.
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Day to day front desk activ… Using the CMS Product Ordering System Back to front desk activi…

Jessie's done with helping … Goes to website to figure what t… Requests new account Receive notification about accou… Logs into account Confirms with doctor about the p… Searches products in catalog Looks for online help and phone … Time to go home Enters login credentials into sys… Keeps getting message about w… Gets help from other admin who… Also asks for help from this colle… Places product orders in cart an… Picks delivery address Has coffee and moves on to othe…

Jessie's done with helping patient.
Now she wants to take care of
what the doctor (her boss) has
asked her to purchase for the
office

Goes to website to figure what to
do 

Requests new account Receive notification about account
creation

Logs into account Confirms with doctor about the
products that she needs to order. 

Searches products in catalog Looks for online help and phone
support

Time to go home Enters login credentials into
system

Keeps getting message about
wrong Password. Struggles with
how to request a new password

Gets help from other admin who
was in this role and creates new
password

Also asks for help from this
colleague on searching products in
catalog and thanks her for it.

Places product orders in cart and
proceeds to checkout

Picks delivery address Has coffee and moves on to other
duties

Jessie is entering a keyword and it
does not seem to be bringing up all
the related publications she is
searching for.

Jessie looks for help online and
tries to find a support number and
is a bit impatient and not happy
that she can't find either.

Jessie is frustrated that something
as simple as creating a new
password is so hard to figure out.
She is upset that she has to ask
help for what may be perceived as
a dumb question.

Jessie's colleague shows her what
to do in order to request a new
password. It is not straightforward
to someone trying it for the first
time! Jessie thinks why it can't be
as simple as it is in most places
when we forget our passwords. 

Jessie also asks for help from her
colleague on finding publications in
different languages and media
formats, realizes how counter-
intuitive it is. She feels a little
better as her colleague is kind and
helpful, and she thanks her.
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