Case Study
How BEworks Helped Reduce Health
Practitioner Error in Diagnosis
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The Challenge

Our	
  client,	
  a	
  clinical	
  tool	
  developer,	
  was	
  
crea3ng	
  an	
  electronic	
  medical	
  record	
  
(EMR)	
  integrated	
  tool	
  to	
  assist	
  health	
  
prac33oners	
  with	
  lower	
  back	
  pain	
  
diagnosis.	
  	
  
	
  
The	
  client	
  asked	
  BEworks	
  to	
  help	
  op3mize	
  
the	
  EMR	
  tool	
  in	
  order	
  to	
  	
  
improve	
  objec3ve	
  diagnosis,	
  encourage	
  
end-‐to-‐end	
  tool	
  use	
  and	
  reduce	
  imaging	
  as	
  
well	
  as	
  surgical	
  referrals.	
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Step 1: Discovery

Understanding the health
practitioner journey

1.

Objective Diagnosis

2.

Accurate Diagnosis

3.

End-to-end Tool Use

4.

Appropriate Recommendations

5.

Decrease in the percentage of
patients referred to imaging or
surgery

We began by conducting stakeholder interviews across
the organization to create a health practitioner journey
map.
We identified key interaction points where
improvements to the tool could drive the following
target behaviors:

We identified key interaction points
where improvements to the form itself
could drive target behaviors
Health Practitioner Journey
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Step 2: Behavioral Diagnostics
Identifying Behavioral Barriers
Across the Practitioner Journey

We conducted a literature review on the behavioral
barriers, biases and heuristics that impact medical decision
making.
We prioritized four behavioral barriers across the
practitioner journey that were the highest in prevalence
throughout the tool and would cause the greatest
impediment to achieving our client’s target outcomes.

Behavioral Diagnostics Practitioner Journey Map
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Step 3: Behavioral Diagnostics
Conducting a Behavioral Audit of the
EMR Diagnostics Tool

After identifying behavioural barriers across the
health practitioner journey, we conducted an
audit of the EMR tool. Using the practitioner
journey as a reference, we identified four key
barriers within the tool:
Confirmation Bias
Satisficing
Status Quo Bias
Information Overload
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Step 4: Ideation
Designing Nudges

We redesigned the EMR tool by
embedding behavioral tactics
(nudges) to overcome the
identified barriers throughout
the tool.
The mock-ups we provided to
the client considered the
constraints of the EMR to
ensure our redesigned tool
would be feasible to implement,
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Step 4:

Ideation

Designing Interventions

Below is one section of the EMR tool we designed to
overcome the barriers of information overload and
satisficing
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Step 5: Experimentation
Pilot Testing the Tool

We provided our client with an experiment
design to test the efficacy of the updated tool.
Through this design the client would be able to:
Generalize learnings to optimize future tool
development by testing hypotheses and
systematically analyzing results
Examine the causal effect of the tool on
practitioner and patient behavior instead of
relying on subjective reports of preference
or intuition about what will work
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