Mrs. Thompson's Digital Journey:
Making Health IT Accessible
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Mrs. Thompson sits at her kitchen table, a
laptop open before her. Her brow is furrowed,

and a sigh escapes her lips as she squints at the

screen, her fingers hovering uncertainly over the

keyboard. The small text and complex menus of

the hospital's health portal make her feel

overwhelmed and frustrated. She wonders
aloud, "Why is everything so small and hard to

navigate?”
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Later that week, Mrs. Thompson holds a

crumpled doctor's note, looking distressed. She

missed an important appointment reminder

because she couldn't find it on the confusing
online portal. This oversight causes her anxiety
and a feeling of being left out of her own

healthcare management.
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Her granddaughter, Lily, a bright and tech-

savvy teenager, visits and notices Mrs.

Thompson's struggle. Lily patiently tries to help,
but even she finds the portal's design clunky
and unintuitive, despite her digital fluency. They
share a moment of shared frustration,
highlighting the universal nature of the usability

problem.
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Determined not to let technology defeat

her, Mrs. Thompson decides to take action. She

gathers her notes, listing all the difficulties she's

encountered, from tiny fonts to confusing links.

= =\ / With a renewed sense of purpose, she prepares

= | to voice her concerns to the hospital.
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Mrs. Thompson visits the hospital's patient
advocacy office, a friendly but official-looking
room. She calmly explains her challenges to a
kind-faced IT specialist, Mr. Davies, using her
detailed notes. She emphasizes that many
seniors likely face similar barriers to accessing

vital health information.
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Mr. Davies listens intently, nodding in
understanding as Mrs. Thompson speaks. He
acknowledges the validity of her points and
assures her that the hospital takes patient
feedback seriously. He promises to bring her
concerns to the development team, recognizing

the urgent need for improvement.
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Inspired by Mrs. Thompson's feedback, Mr.

Davies leads a team of designers and

developers. They brainstorm new ideas,
sketching wireframes for a simpler, more
accessible patient portal. Large buttons, clear
language, and intuitive navigation become their

top priorities for the redesign.
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Back at her kitchen table, Mrs. Thompson
confidently logs into the updated portal. The

icons are large, the text is clear, and finding her

next appointment is a breeze. A satisfied smile
spreads across her face as she easily navigates

her health information, feeling in control.
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Mrs. Thompson, now a confident digital

health user, shares her success story with a

friend over a cup of tea. She feels connected,
informed, and empowered, knowing her voice

helped create a better experience for everyone.

Her small act of advocacy made a big difference,

showing how technology can truly serve all.
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