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• During January - October 2017, 76 million patients have visited emergency rooms in Turkey. 

• This means around one-fourth of all policlinic work has been done by ER. 

• This also means it is not possible to spare 20 minute evaluation per patient as proposed by 

World Health Organization.
Ministry of Health General Directorate of Public Hospitals, 2018

Ministry of Health General Directorate of Public Hospitals, 2018
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• With all this burden, “burnout” became disruptive among ER nurses. 

• According to a study by Adriaenssens, De Gucht, & Maes in 2015, the rate of burnout among 

nurses is higher than the general population, which ranges from 13% to 27%. 

• In their work in 2018, Abellanoza et all. indicate that rate of burnout possibility is amplified  for 

ER nurses due to urgency and stressful situations in emergency services. various workplace 

stressors are thought to be amplified due to the increased urgency and trauma of emergency 

situations. 

• According to the same study mentioned above, burnout is one of the main reasons why ER 

nurses quit. Regarding U.S statistics, the average cost to train and replace nursing staff and the 

time required to replace is quite high. Cost ranges from $37,500 to $58,400 and replacement 

can take 54 to 109 days; which will bring a resource shortage for the hospital.

Burnout in ER nurses: Review of the literature and interview themes, 2018
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What is the reason behind ER nurses to feel burnt-out?

RESEARCH INSIGHTS

The interviewed nurses in the article “The Evaluation Of The Problems’ Emergency Services 

From Staff Perspectives” (2017) , emergency service staff describe ER as the most chaotic, 

riskiest and most intense workplace.

Gümüşhane University Journal Of Health Sciences , 2017

This atmosphere in ER is connected to 

• Lack of knowledge in public about where to go for what kind of health problems  

“We have to treat many people who come to ER due to simple flu or headache 

complaints. This steals from our time that we should use for truly urgent patients.” 

 - #1, 45 

User words in Italic are from the 5 ER nurses I have interviewed through phone call.
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• Long waiting time for the consultation of a supervisor/responsible medical doctor 

“Sometimes patients need to wait for hours until the responsible medical doctor comes for the 

consultation. When this happens, we can even face mobbing by the relatives of the patient.” 

 - #2, 25 

• Legally obliged documentation for patient treatments  

“Filling a patient file is one of the most time consuming things when we need to check for 

many other patients. I know it has to be done legally; however, this much of paperwork steals 

from our time.” 

 - #2, 25 

User words in Italic are from the 5 ER nurses I have interviewed through phone call.
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• Receiving intense negative emotional/physical response from patients and their relatives 

“I don’t remember a day when a patient’s relative doesn’t yell at me.” 

 - #3, 32 

• Lack of practical training and high turnover rate 

“Both new graduate doctors and nurses lack practice with real patients. Dealing with too 

many patients consecutively make them feel suffocated. Therefore, new comers always try to 

change their departments.” 

 - #4, 50 

“I still need a supervisor to guide me through procedures. It is not easy to remember and 

apply what I have learned in school when time is not on my side.” 

- #5, 21 

User words in Italic are from the 5 ER nurses I have interviewed through phone call.
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Selma BodurSelma Bodur

Bio
Selma is an ER nurse working in a public hospital in Taksim, 
Istanbul. After finishing vocational high-school for nursing, 
she began interning in ER and currently, she is working with 
a supervisor. She works both during weekdays and 
weekends. Some days she work during the morning shift 
and some days she work during the night shift. During the 
morning shifts, she gets to the hospital early to stock 
supplies before ER gets busy with many patients. She thinks 
her education provided her with the theory; however, she is 
lacking practice. Therefore, she is trying to talk with her 
supervisor, fellow nurses and medical doctors as much as 
she can to learn further about how to act in under different 
situations.

Habits
-  Follows up previous day’s patients’ conditions 

-  Takes coffee breaks with fellow nurses and doctors to 

discuss cases of the day

-  Watches ER related videos to learn more about different 

cases

Workload

Overloaded

Balanced

Flexible hours

Me-Time

No time for herself

Work-life balance

More time for herself

Goals
-  Acting fast under urgent ER situations

-  Having autonomy i.e not constantly feeling the need to 

have her supervisor or a senior colleague around

-  Learning how to handle aggressive patient relatives

- Improving skills through different urgent cases

Pain Points
- Lacking practice with real patients and real cases 

- Feeling needy of a supervisor to take quick action

- Feeling stressed when she needs to take care of many 

patients at once. Without her supervisor’s or a senior 

colleague’s guidance, she has problems deciding about 

priorities. 

- Having problems following her shifts through the hospital’s 

computer system because it is unorganized

- Feeling uneasy when patients or their relatives get aggressive

Tech Background

Mobile Apps

Social Media

Video Platforms

22, Istanbul

ER nurse working in 
a public hospital 

Compassionate

Hard-workingMeticulous

Aspiring

“I want to learn more but it is hard 
when I keep treating people for 

regular headaches.”

PERSONA
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• Arranging time regarding personal free times without the burden to meet deadlines 

• Following progress 

• Feeling motivated through rewards for example certificates

Both Interaction Design Foundation and ConversionXL lack deadlines and allow course takers to participate with their own pace. 

Both also show progress and reward with certificates of completion.
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• Keeping tasks of the day in one place 

• Differentiating what is done from what is undone 

• Setting alarms to remind about important times

Any.do provides a checklist, calendar 

and option to set customized 

reminders. Users can also color code 

tasks to differentiate the type.

Connecteam provides personal and team schedule of employees.
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• Different documentation formats such as text and videos 

• Providing search among existing information

Connecteam contains courses on different topics related to organization 

domain. It also provides insights about the completion rate of courses.

VisualDX helps to diagnose patients by providing visual images of 

symptoms. It also allows to add demographic and complaint related 

information of patients such as female, 50 years old.with lesions on hand.
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• One click action 

• Quick notice to authorities for example the police in case for possible 

harassment

Kades allows users to report any harassing behavior to police.

BSafe provides different features to prevent from and report disturbing 

situations such as alerting friends immediately or by setting timer, sharing 

location with trusted contacts.
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AWARENESS PLANNING PERFORMING FOLLOWING IMPROVING

Everyday Selma checks her 
ERPal App. 

ERPal provides features that 
help Selma to plan and follow-
up her day in ER. In addition, it 
helps her to learn new skills.

Selma can follow her shift 
schedule from the ERPal App. 
She can also organize her to-
do list for the day while also 
seeing the tasks assigned to 
her by her supervisor.

“My mind is at ease as 
ERPal doesn’t make 
me think about my 
shifts anymore.”

“Finally I am feeling 
less stressed-out 
about how to cope 
with ER!”

“Reaching 
information and help 
when I need to makes 
me feel at ease.”

“I am feeling 
organized and always 
on track.”

“I enjoy my job more 
as I progress further!”

Selma can access information 
about different symptoms and 
treatments whenever she 
needs to.

She is also feeling safer with 
the S.O.S button ERPal App 
provides. She knows she can 
let the hospital security know 
if she faces any uncomfortable 
situation.

ERPal App allows Selma to be 
updated about her day.

She controls her to-do list 
regularly to check the tasks as 
“done”. 

She also receives instant 
notifications about her shifts 
and the tasks she identifies as 
important.

During her shifts and 
afterwards, she can take 
courses to improve her nursing 
and ER related skills. 

She can follow her progress 
and she can also see the 
listing of her peers. This way, 
she feels motivated to 
complete her courses.

! "#

Selma’s 
Journey as
ER Nurse

Selma’s 
Journey as
ER Nurse

Selma is a young nurse working in ER service 
of a central hospital. She needs to improve her 
practical skills to decide and act faster. She 
also needs to feel safe and organized.

Scenario

-  Increasing her knowledge of how to act 
under different ER cases
- Working in a safe environment
- Keeping track of her plans and progress

Goals and Expectations

$ %

TO-BE JOURNEY MAP
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I’m your ERPal.

My To-Do List

Check the patient in room 3.

10 AM Report to supervisor.

Check the patient in room 3.

10 AM

Check the patient in room 3.

No alarm.

Check the patient in room 3.

10 AM

Monthly Weekly

S.O.S

Schedule

9:41

I’m your ERPal.

My To-Do List

Check the patient in room 3.

10 AM Report to supervisor.

Check the patient in room 3.

10 AM

Check the patient in room 3.

No alarm.

Check the patient in room 3.

10 AM

Check the patient in room 3.

10 AM

Check the patient in room 3.

10 AM

Monthly Weekly

S.O.S

Schedule

JUNE

6
JUNE

7
JUNE

8

WEEK 2

Shift Day

Report to supervisor.

Schedule 

• Schedule can be viewed monthly or weekly. 

• Red colored days indicate shift days. 

• Clicking each day, user can see the daily tasks. 

• Tasks can be both added by the user and the supervisor. 

• User can set alarms for the tasks.
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I’m your ERPal.

Search by symptom, treatment…

SYMPTOMS TREATMENT INJURY TYPE

Common Searches Of This Week

Diezepam
A benzodiazepine with 
anticonvulsant, anxiolytic, 
sedative, muscle relaxant, and 
amnesic… Read more

Diezepam
A benzodiazepine with 
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sedative, muscle relaxant, and 
amnesic… Read more

Diezepam
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amnesic… Read more

Diezepam
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anticonvulsant, anxiolytic, 
sedative, muscle relaxant, and 
amnesic… Read more

Diezepam

A benzodiazepine with 
anticonvulsant, anxiolytic, 
sedative, muscle relaxant, and 
amnesic… Read more

Diezepam
A benzodiazepine with 
anticonvulsant, anxiolytic, 
sedative, muscle relaxant, and 
amnesic… Read more

Diezepam
A benzodiazepine with 
anticonvulsant, anxiolytic, 
sedative, muscle relaxant, and 
amnesic… Read more

Diezepam
A benzodiazepine with 
anticonvulsant, anxiolytic, 
sedative, muscle relaxant, and 
amnesic… Read more

Diezepam
A benzodiazepine with 
anticonvulsant, anxiolytic, 
sedative, muscle relaxant, and 
amnesic… Read more

S.O.S

Help

Treatment

Treatment

Symptom

Injury Type

9:41

Treatment: Diezepam

Description

Description

Structure

Structure StructureExample cases Example cases

A benzodiazepine with anticonvulsant, anxiolytic, sedative, 
muscle relaxant, and amnesic properties and a long 
duration of action. Its actions are mediated by 
enhancement of gamma-aminobutyric acid activity. It is 
used in the treatment of severe anxiety disorders, as a 
hypnotic in the short-term management of insomnia, as a 
sedative and premedicant, as an anticonvulsant, and in the 
management of alcohol withdrawal syndrome. (From 
Martindale, The Extra Pharmacopoeia, 30th ed, p589)

Given diazepam's storied history as a commonly used and 
effective medication for a variety of indications, 
contemporary advancements in the formulation and 
administration of the agent include the development and 
US FDA approval of an auto-injectable formulation for the 
rapid treatment of uncontrolled seizures in 2015-2016 7. 
Combining diazepam, a proven effective therapy for acute 
repetitive seizures, with an auto-injector designed for 
subcutaneous administration that is quickly and easily 
administered offers the potential for complete, consistent 
drug absorption and rapid onset of effect.

O

N N
H 3 C

Help 

• User can search symptoms, treatments and injury types. 

• Common searches of the week are listed to provide user 

with shortcuts and an overall impression of what are the 

most common causes for patients to visit ER service. 

• Detail pages provide related images and videos as well as 

medical descriptions, structures, example cases etc.
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I’m your ERPal.

My To-Do List

Check the patient in room 3.

10 AM Report to supervisor.

Check the patient in room 3.

10 AM

Check the patient in room 3.

No alarm.

Check the patient in room 3.

10 AM

Monthly Weekly

S.O.S

Schedule

9:41

YesNo

ERPal is going to send an alert to the 
hospital security.

Are you sure?

S.O.S 

• With a single click, S.O.S button is activated. 

• A pop-up appears to check user didn’t use the button by 

mistake. 

• An alert is sent to the hospital security.
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I’m your ERPal.

Search by topic or course name…

Courses You Are Taking

Available Courses

Health Coaching 
for Patient Care

5-10 hours a week, 
2 weeks long

%10 complete

Health Coaching 
for Patient Care

5-10 hours a week, 
2 weeks long

Add

41 course-takers

Health Coaching 
for Patient Care

5-10 hours a week, 
2 weeks long

Add

41 course-takers

Health Coaching 
for Patient Care

5-10 hours a week, 
2 weeks long

%10 complete

S.O.S

Courses

Show: All courses

Health Coaching 
for Patient Care

41 course-takers

9:41

Health Coaching for Patient Care

%10 complete

You are 10th among 35 participants.

Overview

Overview

Lessons

Lessons Leaderboard

A benzodiazepine with anticonvulsant, anxiolytic, sedative, 
muscle relaxant, and amnesic properties and a long 
duration of action. Its actions are mediated by 
enhancement of gamma-aminobutyric acid activity. It is 
used in the treatment of severe anxiety disorders, as a 
hypnotic in the short-term management of insomnia, as a 
sedative and premedicant, as an anticonvulsant, and in the 
management of alcohol withdrawal syndrome.

Lesson 1: Lorem Ipsum

10/10 steps

Lesson 2: Lorem Ipsum

10/10 steps

Lesson 3: Lorem Ipsum

5/10 steps

Lesson 4: Lorem Ipsum

0/10 steps
RESUME LESSON 3.6

Courses 

• User can follow the progress and 

place in the leaderboard among 

other participants in the courses 

taken. 

• Course details include lessons 

with one or multiple steps. 

• Lesson details show further 

breakdown of the steps which 

includes videos or written 

material as well as questions. 

9:41

Lesson 3

Lesson 3.5: Lorem Ipsum

3/3 questions

Lesson 3.6: Lorem Ipsum

0/3 questions

This is a summary for the content and aim of the lesson. A 
benzodiazepine with anticonvulsant, anxiolytic, sedative, 
muscle relaxant, and amnesic properties and a long 
duration of action.

Question 1:

What is one of Frank's recommended tactics meant for 
building your UX Maturity?

Identify user researchers and make them UX Leads

Identify user researchers and make them UX Leads

Identify user researchers and make them UX Leads

Identify user researchers and make them UX Leads

Question 2:

What is one of Frank's recommended tactics meant for 
building your UX Maturity?

Identify user researchers and make them UX Leads

Identify user researchers and make them UX Leads

SAVE MY ANSWERS
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This challenge has enabled me to come up with an idea without a definite brief on the solution. 

Within the limited time I am content that  

• I have managed to conduct primary research with in-depth interviews with ER nurses and 

secondary research through related articles and reports on the topic. 

• Through the research, I believe I have identified pain points which require a solution. 

• I have worked on the “to-be” journey map to identify what would be the ideal experience 

hence to decide which areas to focus in my solution. 
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What would I do next if this is an on-going project? 

• I would work in detail for all the flows to come up with a working prototype. 

• I would visit 5 ER nurses in their context for prototype testing and user interview. 

• I would analyze the points which need further improvement. 

• I would reconsider and redesign the user journey and use flows regarding the insight I have 

gathered.
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