
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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The NICU Family Experience Transfer Journey Map has been shared with CZ NICU staff including
operational & medical leaders and frontline staff. It has been used to guide improvement to the
Calgary NICU Patient Flow processes to ensure that the changes made improve and support the

Family experiences during this really impactful event.
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Goal: Family Centered Transfers


