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PERSONA AND JOURNEY MAP

Jessie
JESSIE'S JOURNEY WITH CMS POW
OCCUPATION

Office Admin at a private practice OB/GYN with 2
doctors, for 5 years.
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Personality and Interests:
Tech Savvy, Active on social media, uses cell phone
for various personal tasks and has an organized
professional calendar. Efficient, Expects things to
work smooth and Informed about current events, likes

Goals
To focus on her admin duties at the office and be
efficient with assigned duties
Come in early and leave on time
Motivations

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.
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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.


