
PERSONAS



DOROTHY YANG

Locat ion:  Monroe v i l le
Age:  65 years  o ld

P rofess ion:  An imal  she l ter  vo lunteer
S urgery  s i te :  Lef t  s ide  of  neck

Dorothy  is  a  ret i red  veter inar ian  f rom Monroev i l le, who spends her  days  
vo lunteer ing  at  the  loca l  an imal  she l ter. She en joys  spending t ime 
outdoors  tending to  her  garden, watch ing h igh-octane act ion  movies, and 
at tending week ly  book c lub me et ings. Sadly, her  husband, Peter, passed 
away f ive  years  ago, but  f requent  v is i ts  f rom her  ch i ldren and the i r  
fami l ies, as  wel l  as  the  f r iendly  she l ter  pets  and vo lunteers, he lp  Dorothy  
fee l  less  a lone. 

Dorothy ’s  daughter, Mina, set  her  up wi th  an  iPad so  she can reach her  
k ids  at  any  t ime, but  Dorothy  would  much rather  be  out  and about  than 
star ing  at  a  screen a l l  day. Dorothy ’s  main  goa ls  are  to  he lp  others  and 
a lways  have a  smi le  on  her  face. She needs to  get  surgery  on  the  le f t  s ide  
of  her  neck  for  an  ear ly  s tage carc inoma. A l though Mina wi l l  be  dr iv ing  
Dorothy  to  UPMC on the  day  of  her  surgery  and check ing in  regular ly, she 
l ives  ha l f  an  hour  away, so  Dorothy  wi l l  most ly  be  tak ing care  of  herse l f. 

Whi le  Dorothy  has  had her  fa i r  share  of  hea l th  problems in  the  past , she 
can’ t  he lp  but  to  worry  about  her  upcoming procedure. She remembers  
Mina  ment ion ing the  MyUPMC por ta l  to  send in  quest ions  she had about  
her  upcoming surgery, but  Dorothy  f inds  us ing the  computer  and the  
in ternet  very  d i f f icu l t ;  she  is  not  very  technolog ica l ly  savvy, and she even 
owns a  f l ip  phone!  Dorothy  asked Mina for  he lp, and when she shows her  
how to  use the  por ta l , Dorothy  te l ls  her  she th inks  she understands. She 
is  too  af ra id  to  ask  for  more  he lp  f rom her  daughter, s ince she fee ls  
embarrassed about  not  knowing how to  use  the  por ta l . She’s  a lso  a  l i t t le  
worr ied  about  making sure  to  take  her  medicat ion  and remember  
everyth ing the  doctor  te l ls  her  to  do;  la te ly, her  memory  isn’ t  what  i t  used 
to  be. She doesn’ t  want  Mina  to  worry  or  have to  do everyth ing for  her. 

However, she isn’ t  go ing to  le t  a  l i t t le  surgery  keep her  away  f rom her  
an imals  and her  book c lub. Dorothy  wants  to  be  back on her  feet  as  soon 
as  poss ib le, especia l ly  for  her  grandson R ichard’s  6th  b i r thday  par ty.

Anxious Easy-going

Passive Active

Knowledgeable 
about surgery

Not 
knowledgeable

Flexible Stubborn

Tech savvy Not tech savvy



JOE & JOSIE
D’ANDREA

Location: Fox Chapel
Age: 76 & 73 years old

Profession: Retired
Surgery: Scalp flap rotation

Joe and Josie are a married couple that l ive alone in a house a l ittle outside of 
Pittsburgh. Their kids and grandkids lives 2 hours away from their home and they 
come to visit them every month. Joe was diagnosed with skin cancer on his scalp. 
He had surgery and Josie has been taking care of Joe. They do not travel a lot 
outside their home. When the weather is warm, they like to walk around their 
neighborhood streets. 

Josie is 73 years old and she is retired. She lives with her husband, Joe, a l ittle 
outside Pittsburgh. Josie takes care of everything around the house while looking 
after her husband Joe. Recently, Joe had to undergo surgery around his scalp and 
Josie have been taking care of him. Josie wants Joe to have a smooth recovery but 
is worried if his cancer will  come back. She follows all the instructions precisely and 
ensures that Joe is taking Tylenol every 6 hours. Typically, Josie will  go to a book 
club every Wednesday to see some of her friends. But she doesn’t feel comfortable 
leaving Joe alone in the house so she does not go out anymore and stays with Joe 
the whole day. Everytime she sees the bandage on his head, she tears up and is 
worried that he might leave her at any moment. Josie tries her best to take care of 
Joe but she is worried in case anything goes wrong since she knows Joe will  not 
speak up about his pain, as to not worry her. Through this entire procedure, he kept 
tell ing her everything is okay but Josie is worried about him since this was his first 
major surgery. 

Joe is 76 years old and he is retired and lives with his wife Josie. His wife primarily 
takes care of his everyday activities. He like watching the news on the TV. His 
grandkids recently gave them an iPad and Joe loves using it to download new apps, 
FaceTime his grandkids, and read the news. He’s had his eye on the Oculus headset 
ever since his neighbor introduced him to it. Before the surgery, he spent some time 
on myUPMC uploading his information and getting familiar with how to use the 
website should any questions come up that he wants to ask. Joe had surgery on his 
scalp and he feels bored since his wife does not let him do anything but l ie on the 
couch. He understands why his wife is doing this, but he can get a l ittle annoyed. He 
wants to Josie to go back to her old l ife and not stay home with him all the time. He 
wants to recover quickly and make Josie happy and less worried. He pretends 
everything is okay but he has throbbing pain on his head. He doesn’t say anything 
though, since he does not want Josie to be worried. Instead, he goes online and 
messages his doctor through the MyUPMC portal.

Anxious Easy-going

Passive Active

Knowledgeable 
about surgery

Not 
knowledgeable

Flexible Stubborn

Tech savvy Not tech savvy



ELIJAH HOWARD 

Location: Shadyside, Pittsburgh
Age: 31 years old
Profession: Nurse

El i jah  is  a  nurse  at  UPMC P re sbyter ian  who works  wi th  sk in  
surgery  pat ients. H is  main  respons ib i l i ty  is  to  ensure  that  
pat ients  have a  safe  and smooth  exper ience f rom the  moment  
the y  ste p into  the  c l in ic  to  the  mome nt  the y  le ave. O ne  of  h is  
major  goa ls  is  to  make pat ients  as  comfor tab le  and reassured 
as  poss ib le  (and not  just  be cause UPMC eva luates  h im on 
th is ! ) . E l i jah  te nds to  re i te rate  d i re ct ions  and t ips  on  wound 
care  before  and af ter  surgery  so  pat ients  know exact ly  what  to  
do. 

A l though he  love s  he lp ing pat ie nts, the y  te nd to  ca l l  in  
f requent ly  and ask  quest ions  that  are  a l ready covered on the  
inst ruct ions  sheet  they  take  home. Th is  of ten  takes  away 
E l i jah’s  t ime f rom he lp ing pat ients  current ly  at  the  c l in ic  and 
focus ing on other  tasks. E l i jah  and h is  wi fe  Mar ie  just  welcomed 
a  baby boy, so  he  looks  forward to  leav ing work  to  spend t ime 
wi th  h is  son. However, he  somet imes has  to  s tay  af ter  hours  to  
ca l l  pat ients  back and some of  them can be qu i te  chat ty. S t i l l , 
E l i jah  loves  h is  job  and the  impact  he  gets  to  have on people’s  
l i ves. 

Anxious Easy-going

Passive Active

Knowledgeable 
about surgery

Not 
knowledgeable

Flexible Stubborn

Tech savvy Not tech savvy



STORYBOARDS



Storyboard 1: 
Simulating Patient’s Future 
Post-Operative Care



When John finishes the first part of his surgery, he is handed a tablet by the nurse and asked to wait 
in the waiting room or around the hospital. The nurse recommends using the simulation training 
while he waits for the results.



John is given an overview of his surgery, an explanation of what is currently happening, and 
what he can expect for his post operative recovery process.



He watches a simulation of what his post-operative experience will look like from the time he 
leaves the hospital to the time he returns for his check-up.



The application then quizzes John on his knowledge of post-operative care based on the 
knowledge he should have gained in the simulation. 



John gives the tablet back to a nurse and goes back in for the next part of his surgery 



His nurse reviews John’s simulation training results and spends her time focusing on 
knowledge gaps John has in his post-operative care process. John feels confident and knows 
what to expect for the next several weeks in his recovery.   



Storyboard 2: 
Personalized Patient 
Pamphlets



The day before Paul’s surgery, his nurse checks on his patient data and upcoming surgery 



Paul’s nurse uses the personalized pamphlet maker to give Paul more specific instructions on his 
post operative care. The pamphlet is mostly filled in using a smart auto-fill feature based on Paul’s 
medical files



The nurse knows that Paul likes to go mountain biking so she adds some additional notes stressing 
the importance of not doing physical activity for a few days. After the pamphlet has all the 
information the nurse thinks Paul needs, she prints it out.



Paul comes in the next day for surgery, and receives a personalized post-operative care pamphlet 
after his procedure is completed. 



Storyboard 3: Wound 
Checking with Visual 
Machine Learning



Carol received surgery 3 days ago. Her wound looks red and swollen. She is worried something is 
wrong! 



She uses her phone to take a picture of her wound through an app. 



The app uses machine learning to compare the picture Carol took to a database of images of similar 
wounds. 



The algorithm determines Carol’s wound is what it should look like 3 days after surgery. It reassures 
Carol that she is doing great by showing pictures of similar wounds that are verified by her doctor.



Carol’s nurse is alerted that she took a picture. She double checks the picture and the algorithm’s 
output to make sure it is correct. 



LO - F I  P R OTOT Y P E  
S C R I P T S



Intro: 
Hello! Thank you so much for volunteering to be part of this experience. I’m part of the CMU HCI 
Research team that is working with Dr. Carroll to research and work to improve the 
post-operative care process. [Chatbot: We are working on creating a solution that allows 
outpatients to interact with a chatbot medical assistant that helps to answer patients’ questions 
about their skin cancer procedure.] [Simulation: We are working on creating a solution that 
allows patients to learn more about what their post-operative care process will look like once 
they’ve left the doctor’s office.] The procedure that patients using this technology have done is 
something called Mohs surgery for skin cancer. This procedure results in minimal scarring but, 
like all surgeries, can have a long recovery process associated with problems like swelling, 
bruising, bleeding and discomfort. We hope that our solution will help make this process more 
comfortable and understandable for the patient. 
 
Are you ready to begin? Alright first of all I want to clarify that this data will remain completely 
anonymous. What that means is that any names or identifiable data taken in this interview will 
be thrown away and not used, so once we complete this study, none of our data will be able to 
be linked back to you, and none if it will be published. I have the option to either take notes or 
record. Would you be okay with being recorded for now? (If yes, record; If no, take notes) Let’s 
Begin.  
 
Chatbot (Interaction 1): 
2 people: one person is physically next to the user to observe user’s interactions and calls the 
“chatbot”. Another member of team picks up the call to act as a chatbot. 
Use canned responses to try to complete interaction 
 
To start, have you ever had a surgical procedure of any kind?  
[if yes] Since this solution will be used exclusively with patients who have gone through surgery, 
it will be helpful to us if you adapt the mindset you had when recovering from your procedure.  
 
[if no] Ok! Since this solution will be used exclusively with patients who have gone through 
surgery, it will be helpful to us if you adapt the mindset of someone who has just had a surgical 
procedure.  
 
Lets begin with the prototyping session! Assume that you just had Mohs surgery and you are 
particularly concerned about bleeding and wound care. You have access to a chatbot that you 
are told can help you with your post-operative experience and answer any questions that you 
may have. What questions come to mind as you consider your post-operative recovery 
process?  
 
 
[person on phone says: Hello! I am your personal post-operative assistant. You can ask me any 
question you may have. For example, you can ask me about when you should change your 
dressing. ] 



 
[user says a concern about bleeding/wound care]  
 
Question about when to change bandage  
Answer: you should change your dressing if the blood heavily soaks the outside of the bandage 
 
Question about bruising or swelling 
Answer: expect bruising and swelling in the area to be the most noticeable 48 to 72 hours after 
surgery. The bruising and swelling typically begins to lessen 4 to 5 days after surgery. If your 
swelling worsens rapidly or becomes increasingly tender, contact your physician. Would you like 
to know how to minimize swelling? [if yes go to Question about reducing swelling] 
 
Question about reducing swelling 
Answer: to reduce swelling, you can sleep with your head elevated on several pillows. 
 
Question about how to change bandage:  
Answer: remove the bandage, place a clean, moist gauze or washcloth on the wound and hold 
continuous pressure for 20-30 minutes, remove the moistened gauze/washcloth carefully, check 
to see if bleeding has stopped. If it has, redress the wound using the supplies given to you in 
your bag, if the bleeding has not stopped, continue applying pressure. There is nothing to worry 
about, but make sure you call the clinic to let them know. 
 
Question about staining: 
Answer: It is normal for the wound to ooze some blood and stain the dressing. You should 
change the dressing if your bandage is heavily soaked.  
 
Question about allowed to shower/get wet: 
Answer: When did you have your surgery? (if responds “less than 48 hours”) no, you should not 
get your bandage wet until 48 hours after surgery (if responds “after 48 hours”) You may 
shower, but leave the bandage on, if you are taking a bath be brief 
 
 
Anything else : Sorry, I’m not sure. You should call your physician to get more details. Would you 
like me to call your physician, Dr. Smith? 
 
Mini feedback session: 

- What are your initial thoughts/feedback? 
- How successful was your interaction? 
- Do you think all your questions were answered? 
- Do you think you would still like to speak to your doctor or nurse? 
- How easy was it to understand the recommendations? 
- Imagine, instead of this chatbot, you received a sheet of paper that had the same 

information. Which would you prefer and why? 



- What elements of this were successful? 
- Which elements do you think were not as successful? 

 
Simulation (Interaction 2): 
Sit them down with paper prototype + have them go through it 
Mini feedback session (how do you think that was? How successful was your interaction? What 
are your initial thoughts/feedback?) 
Can you describe in your own words what happened? [Ask quiz question] What were your 
thoughts on going through the storyline? Imagine you have just received surgery and are 
waiting for your nurse. What questions would you like to ask him/her now? 
 
 
Simulation Storyline: 
Slide 1: Welcome! We hope your surgery process is going great! We would like you to complete 
the following exercise to learn how to take care of yourself once you get home. 
Slide 2: Walk into house with bag of post-operative care supplies and instructions 
Slide 3: [few hours pass] person has small blood stain on bandage and they are worried 
Slide 4: [fact bubble pops up] this is normal [provides info blah blah] 
Slide 5: person is relieved since they are ok, should they change dressing? 
Slide 5.5: [fact bubble pops up] you should change your dressing if the blood heavily soaks the 
outside of the bandage 
Slide 6: let’s take a look at how to change your wound dressing 
Slide 7: remove the bandage 
Slide 8: place a clean, moist gauze or washcloth on the wound and hold continuous pressure for 
20-30 minutes 
Slide 9: remove the moistened gauze/washcloth carefully 
Slide 10: check to see if bleeding has stopped. If it has, redress the wound using the supplies 
given to you in your bag 
Slide 11: if the bleeding has not stopped, continue applying pressure. There is nothing to worry 
about, but make sure you call the clinic to let them know. 
Slide 12: [the next day] so-and-so is having a great recovery and even took their dog on a walk 
this morning. However, so-and-so notices that their wound is swelling a bit more today. 
Slide 13: [fact bubble pops up] expect bruising and swelling in the area to be the most 
noticeable 48-72 hours after surgery. Bruising and swelling usually lessen after 4-5 days. If your 
swelling is on your head or neck area, try sleeping on a few more pillows. If the swelling 
worsens rapidly or if the wound gets more and more tender, call your doctor. 
Slide 13.5: [quick quiz] if you remove your bandage, how long should you apply pressure before 
putting on a new bandage? 

a) 30-60 seconds 
b) 5-10 minutes 
c) 20-30 minutes 
d) 1-2 hours 



Slide 14: if you have any questions, write them down here. Your nurse will be happy to answer 
them for you shortly. 
Slide 15: thank you so much for participating! We hope you learned how to take care of yourself 
and wish you a speedy recovery. Please wait for your nurse to return to finish up. Have a great 
day! 
 
Mini feedback session: 

- How do you think that went? 
- What questions do you have for your nurse now? 
- What are some key facts you learned? 
- Imagine, instead if this simulation, you received a sheet of paper that had the same 

information. Which would you prefer and why? 
- What elements of this were successful? 
- Which elements do you think were not as successful? 

 
 
Feedback Session: 
Interview ab both solutions + comparing them 

- Thinking about both ideas I presented, can you rate both on a scale of 1-5? Which did 
you prefer? Why? 

- Thinking about your surgery experience (or pretend surgery experience), which would 
have been more helpful to you? 

- What are some areas of improvement as we move forward? 
- Did you feel like you trusted the answers that you were given in both solutions? 
- Did you feel like you understood what was happening in both solutions? 

 
Thank you so much for participating in our study! We really appreciate you taking time out of 
your day to help us improve patient experiences. Do you have any other questions before we 
end? Ok thank you! 
 
 
Chatbot 
Goal: reducing volume of post-operative calls, provide immediate answers to patient questions, 
increasing reassurance (does talking to a bot actually create reassurance) 
 
Simulation 
Goal: to increase learning and overall comprehension, provide a more engaging way than 
what’s currently being provided, set an expectation for patients so they know what to expect 
during post-op recovery, make interactions with nurse more focused and meaningful  
 
 
 



S I M U L AT I O N  
P R OTOT Y P E





We would like you to complete the 
following exercise to learn how to take care 
of your surgical area after you leave here 
today.



Alex just had Mohs surgery and returns home with a bandaged 
surgical wound and a post-operative care bag. 



A few hours pass...



Alex looks down at the bandage and notices some blood staining it!



Don’t fret! 
Small blood stains 
on the bandage is 
normal. 
It is typical for the 
wound to ooze a 
small amount of 
blood in the hours 
after surgery.



Alex is relieved to hear that this is normal. But now...



...Alex is wondering if the dressing needs to be changed.



You should...
change the 
dressing if the 
blood has heavily 
soaked the 
outside of the 
bandage.

Don’t need to change Should change!



Let’s take a look at how to change your wound dressing



First, remove the bandage.



Next, place a clean, moist gauze or washcloth on the wound and 
apply continuous pressure for 20-30 minutes



After 20-30 minutes, remove the moistened gauze or washcloth 
carefully. Check to see if bleeding has stopped.



If bleeding has stopped, redress the wound using the supplies given in 
your post-operative care bag



If bleeding has not stopped, continue applying pressure. There is 
nothing to worry about, but call the clinic to let them know.



The next day...



Alex is having a great recovery, and even walked the dog this morning!



After checking under the bandage, Alex notices that their wound is 
swelling a bit more today.



That’s okay,
bruising and 
swelling in the 
area is the most 
noticeable 48-72 
hours after 
surgery.
Bruising and 
swelling usually 
lessen after 4-5 
days



If your swelling is on your head or neck area, you can help reduce the 
swelling when you sleep.



Try elevating your head when you sleep by adding a few more pillows!



If the swelling worsens rapidly, or if the wound gets more and more 
tender, call your doctor.



If you remove your bandage, how long 
should you apply pressure before putting 
on a new bandage?

a) 30 - 60 seconds
b) 5 - 10 minutes
c) 20 - 30 minutes
d) 1 - 2 hours



If you have any additional questions, you can 
write them down on the following page. 
Your nurse will be happy to answer them for 
you shortly.





Thank you so much for participating! We 
hope you learned how to better take care of 
your surgical area.


