About The Calgary Zone (CZ) NICU Parent Advisory
Council Team (PACT)
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- Journey Maps are created to visualize & provide a comprehensive understanding of the experiences and interactions that a customer has with a product, service, or organization. They

help identify frustrations & pain points, enhance team empathy by showcasing customer thoughts & feelings, and provide both qualitative & quantative data for quality improvement.
NICU PACT members identified transfers as a particularly stressful part of their journey, leading them to create a Transfer Journey Map from a Level 3 NICU to a Level 2 NICU site.
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NICU Family Experience Journey Map: Transfer from FMC to Another Site

Goal: Family Centered Transfers

Clear —_—
Transfer Post trasfer
Awareness | Information | Anticipation| Readiness | Waiting for | Preparation | L029/n8 Into Departure ||~ Movement' | Arrival to Receiving at | Orientation | Adjustment to e s Less stress &
of Transfer | Gathering | of Transfer |for Transfer| Transfer |for Transfer LT Tom (Ambulance Teceivine new site | to new site new site iet
isolette | sending site ride) site prepdre S LSS/
—L :;: . T A/L Empowered & 4 Bft?r 2
Why is it | need more h ' : s my baby ok? knowledgable adaptation
Why are you ca nczlled'-* notice. My .al ) (1 ::_IZGJ::;: ™ et Where is Where do transition
.Il.lll traniferring husband isn’t atis my bﬂh"‘f? ! p'ark? Family
: my baby? RN e "1 Whycan't| happening tc Participation &
4 ride in the Invovlement
= We Is it ambulance Do they know Why are they
= happening? idn’ with my baby? ' ing’ y erje
2 ) e Ry (e Yooy fm coming What NICU Families want you to know about Transfers
—

Tra—— Changeis hard, even when
s the transfer + it’ iti
_ the standard of How long till | NICU/Where Never Assume IU's positive
dppropriate . can see m do | go/what u Transfers can be a very stressful time
care going to be Why is it Y b : : - for us. Always be gentle and
tha camad dited baby(ies)? floor is it on: While Transfer Day is GOOD, it’s also or us. Always be gentie an
' expedited: — _ T TERRIFYING. One person saying “This cautious.
Are my kisa m.llestnne, evewi:nﬁr:ﬁ - is great news!” or “Your baby is the .
preferences going Is medical care This is where is the (lo l:kersg. healthiest on the unit” is not enough Help us aCkHOWIedge this
honoureg : celebratign? Z .
to be honouyre going tﬂ: be happening e to calm our nerves. milesone
compromised T entrance, pumps, Why isn't anyone Present transfers as a positive step in
: monitoring my : : the journey. Communicate early that a
handwashing or lee us lOtS Of time to transfer is a GOOD thing, that it DOES
disinfecting my stuf prepare mean your baby is stronger

Warning should be given at least 24

We need specificinformation

(like the anticipated date & time, the
site). There should be many
conversations leading up to the day of
regarding the possibility of transfer.

St A hours ahead of time, but ideally at
/ least 3 or more days in advance

Inform & Involve us

Provide us anticipatory guidance &
information on what to expect before
and during the transfer, as well as what
to expect at the new site.

Give parents time to process

Allow them the time and opportunity
to lean on their support systems (like
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Emotions

and guidance in navigating this new
environment and the different practices.

Closure is important 4 their significant others).
Leaving Level 3 feels like climbing out *
of a lifeboat. Parents need to be able
to close that chapter in order to swim WEIcome & Supl?ort us at
NN\ AN and we need time to be able to say the new site
thank you and goodbye. This is a new place for us so we need help

Support us at the new site

l.. Alberta Health The NICU Family Experience Transfer Journey Map has been shared with CZ NICU staff including Elurinfg th: firslt_tfttiw days aftetrlth; This helps to ease some of the anxiety.
. . . - . ranster, be a little more gentle
B Services operational & medical leaders and frontline staff. It has been used to guide improvement to the supportive to us. This is all new for us

and we need your guidance and

Calgary Zone Calgary NICU Patient Flow processes to ensure that the changes made improve and support the reassurance as we adjust to the new
Neonatal Intensive Care Family experiences during this really impactful event. site.




