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Mike Stahl
UX & Development

mike.stahl@gmail.com
916-521-2050



UX/Dev
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We

LISTEN

PARTNER

DELIVER



Together
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We

Reduce friction

Make apps, designs and pages accessible to all

Reduce support costs

Make access to care FASTER and EASIER

Create personalized experiences

Communicate clearly



UX and the Brand
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Customer and patient experiences affect how our 

brand is seen both in the physical and digital worlds.

Great UX IS Marketing

Great Service IS Marketing



Great UX is a Competitive Advantage
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User Behavior Benefits

• User/customer satisfaction

• More return users

• Engagement in discussions, comments, ratings, blogs

• Increased trust

• Increased traffic/views

• Familiarity and ease of use

• ADA compliant experience - Accessible to all

Organization/Internal Benefits

• Job satisfaction

• Employee time savings

• Decreased training and support calls

• IT savings (consolidation)

• Centralizing resources for page creation and support

• Reduced development time
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Find a Doctor
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• Extensive design, research and prototype testing

• Reduced successful user search times from 90 seconds to 20 seconds

• Enhanced mobile experience (more app like)

• Improved page load speeds with modern application design and data APIs

• Reduced server load and requests

We plan to duplicate this successful model on a future Find a Location update.



Improved MHO Password Reset Flow
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A common point of friction is resetting a 

password. 

We partnered with MHO to reduce support 

calls and chats. We vastly simplified the 

process with simple step by step screens 

saving an estimated 1.2M in costs.



Homepage
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After extensive user and prototype testing, 

we created a more accessible and task-

oriented design that focuses on what 

patients most want to do. The mobile 

experience was enhanced to conserve 

space and resources. 



Request an Appointment
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The current request an appointment form is dated and not mobile friendly. The team set out to improve and

simplify the experience. Planned launch Oct 2020. 

Previous New NewPrevious



Improved Medication Refill/Renewal
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We partnered with MHO to improve 

the UX while removing confusion 

around Refilling vs. Renewing 

prescriptions. 

This will save time when the patient 

needs a simple refill without 

interaction with the provider.



Employee Screener
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We partnered with OPE, SHEMS and IS to create a tool to check employees and vendors for COVID-19

symptoms and store the results for reporting. We also created a guide to show users how to save the

screener on their home screens for quick access for those entering buildings daily.



Improved MHO account signup success
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By monitoring the top ten reasons patients were calling for support, we identified two issues that would

improve the enrollment experience. The first change was put in place in November and the second in December. 

Success rate jumped from 49% to 96%.

First change

Second change



What Do We Test?
• SH.org – pages, flows, search, find a doctor, find a location...

• MHO – enrollment, account updates, book appointment, prescriptions...

• Landing pages

• Internal sites – IS portal, Physician Portal, Intranet

• Attitudes on COVID and safety

UX Research Areas

Test Types
• Card Sorting

• Tree Testing

• Feedback Forms

• Intercept Surveys

• Think Out Loud (TOL)

• QX Score

• Competitive Analysis

• Journey Mapping

• Traffic Analysis

• Prototype Testing
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• Click Tests

• Heat Maps

• Scroll Maps

• Task-based Tests

• Net Promoter Score (NPS)



Overall, which site do you prefer for finding a doctor?

KPIs
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Find a Doctor – Competitive Analysis

41% 21% 19% 19%

Sutter Dignity Stanford Intermountain



We gained valuable insights into where Sutter was stacking up against the competition in the walk-in / urgent care space.

We applied those insights to Sutterhealth.org and landing pages, greatly improving the experience and conversions.
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Walk-in Care – Competitive Analysis



15 20 366
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Tracking Net Promoter Score
Based on your online Walk-in Care experience, how likely is it you would recommend our company to a friend or 

colleague?

NPS = % PROMOTERS  - % DETRACTORS

Needs improvement 

(-100 – 0)

-100 0 30 70

Good

(0-30)

Great

(30-70)

Excellent

(70-100)



Why did you come to the Sutter Health website today?
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You indicated that you were not comfortable with visiting the ER, Urgent 

Care or your healthcare provider’s office. Please select the reason(s) for 

your concerns. You indicated that you have little to no confidence in using Telehealth. Which of the 

following would you prefer to help you gain more confidence in Telehealth?

What are the usual sources you rely on to find information related to COVID-19?

(Choose top three)

Surveys & Intercepts



Tools that help us determine where users put their attention and what areas they focus on most.
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Heat Maps & Scroll Maps
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Survey & Tree Test Card Sort

Taxonomy Studies



Support for COVID, Wildfires, Video Visits 
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Landing Pages
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In 2019 UX/Dev team delivered 17 landing pages for campaigns and service lines. (13 so far in 

2020) . Our pages create personalized experiences based on geolocation and our custom APIs for 

data to improve patient acquisition.

1. CMPC Maternity LP

2. D&I: Rev LP (new)

3. D&I: TeraPractice redesign (D&I)

4. HP3: SHP Brokers LP (redesign)

5. HP3: SHP Membership LP (redesign)

6. HP3: SHP Employer  LP (redesign)

7. HP3: SHP TeraPractice LP(new)

8. HP3: SHP Alto Pharmacy LP (new)

9. Entry Points: Gynecology LP (new)

10.Entry Points: Pediatrics LP (new)

11.Entry Points: Primary Care LP (redesign)

12.Entry Points: Walk-In Care LP (redesign)

13.Maternity: Birthing Tour LP (redesign)

14.Oncology: Mammography LP (redesign)

15.CV: Mitral Valve Therapies (new)

16.CV: Left Atrial Appendage Occlusion  (new)

17.CV: Adults with Congenital Heart Disease  (new)



Open Enrollment / Same Day Care
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We partnered with the Brand and Employer 

teams to create a page that serves CalPERS 

members and anyone else making a choice 

during open enrollment.

Knowing that patients were confused when to 

choose walk-in care vs. urgent care, we created a 

widget that takes the guesswork out of choosing the 

right location for same day care.
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Primary Care/SHP/Tera Practice



Annual Report
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For several years, the UX/Dev team has 

partnered with communications to deliver this 

highly visible report from leadership. 



Our Values
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We partnered with Communications to re-design 

and develop the Living Our Values website. 

Delivered:

Design, Development, Testing, Consultation

1000 Things – Site Re-Design



Vitals
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We partnered with Communications to create the next 
gen news portal for Sutter Health. The site will feature 

specialty sections for Digital Health, Mental Health, and 
Health Equity. 

Delivered: 

Design, Development, Testing, Consultation
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We partnered with intranet team for Design/UX

to support planned migration to the new 

SharePoint platform.

The goal was to keep content in familiar places 

yet update the design and create a more user-

friendly workspace.

Delivered:

Design & Consultation

MySutter
Intranet Re-design



HR/Jobs
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HR needed Design, UX, testing and consulting work to launch and maintain jobs.sutterhealth.org



HR/Taleo
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HR wanted a fresh look for Taleo to make it

easier to use and navigate.

Delivered:

Design, Development, Testing, Consultation



SCC - Site Re-Design
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We partnered with Sutter Community Connect on new

Design and development for the EHR Informational

Portal. (Planned launch December 2020) 

Delivered:

Design, Development, Testing, Consultation
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User Experience Innovation Delivers
We partner across the enterprise to deliver data-backed solutions improving interactions and 

experiences for employees, patients, and prospects.

Sutter has invested in UX by providing access to tools and resources needed to do this 

important work. This investment pays long-term dividends.

Sutter 

empowers 

our team to:

LISTEN

PARTNER

DELIVER

FOR PATIENTS
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Here's what we are working on and find 

vitally important for the future:

• Service Line improvements

• SH.org Navigation improvements

• Enhanced mobile experiences

• Improved location search

• MHO homepage
• MHO – testing and improving major

flows within MHO

What’s Next?
We focus on incremental and iterative progress 

not boiling the ocean.



Words We Live By
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