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Affordance design for the Management of Patients’ Experience in Small
Scale Hospitals

Hyun-kyung Shin*, Yongtae Kim**, Dong-cheol Youm™**

Abstract

In the recent years, with a purpose to provide visual and psychological stability to patients and
hospital users, Affordance design theory based on perceptual psychological thought has been applied
as hospital design. In the past, hospital service design was focused on <what kind of service is
provided> but Affordance design theory focuses on the patients’ experience and methodological
research on <how to deliver the service correctly>.

The characteristics of the application of Affordance design in the case of patients’ experience and
service point is as follows:-

Firstly, Affordance design is applied when the objective of the patient's experience and the
functionality of the object are combined. In other words, affordance design is a condition that arises
when encounter between service contact point and patients’ experience takes place.

Secondly, In the field of Hospital service design, Affordance concepts in and its application can be
divided on the functions of experience, cognition and sense following the application of Affordance
concepts in Hospital service design.

Thirdly, Affordance design method sets meaning of the action received through information
provided by morphological features. The condition and surrounding has to be designed in a way that
it can induce active behavior of the patient.

This study has significance as it has been studied from the perspectives of Affordance theory of design
psychology in addition to the physical environment of the hospital, the point of interaction between the
hospital and patient, along with the elements of experience design. This study proposes the necessity of
analytical study in the field of service design implementation considering various stakeholders in the service
contact points of small and medium hospitals in Korea. Furthermore, study of the application of Affordance
design can be complemented by reflecting the size of hospitals, the characteristics of specialties, and the

specific service environment of each hospital can also be conducted.
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service design
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[I. Preliminaries

1. Present condition of medical service design
H 2 FAaHY W8 AT JsAn|2e FES

HAF oA L Q= FAlolnh Aol Y I8E o 5

7Fete 8l : 3

o527 o] ofg] 7HA WellA AE st 2 atel7h fltk
= de 5 A B, Aol ohd A AAEAlst 4
Gab v gl Wizt St gokA A, g, v}, ofs
A SO T4 AEHde e o8t Eoth A,
SEHAof st AEE WskeuA w915 W o4& Al
=

o
2w
m
o
i)
0% ¥



Affordance design for the Management of Patients’ Experience in Small Scale Hospitals 133

= 7 Bam Aol 1asi H‘}iﬂ}
Au|AT|RF1 S Mol A xPEEE AEL ATt s,
o] MU AE A o7 o83 HA A Hi BANA

r

o
Al ARE oldl AR Ferstel vt
FEHFFANAFL, 2013),

gofe] Au|2riAele SA37% A5 et
g AEAY 7 S HH]* At AUl
2 A% B BRE] B 9 ol AT
. 5ol A=A »}Tz A3 911
AEBE A0 g AR 3o
QAL AT FoRM AT 2Pt 28
e ol AU AP & di-otst
ARl oF G,

o,
=

»oont R
n Mo met I¥
_O,L

Ir

4
ol
Ag

2,
>~
T

_t_,

o
9

O ox o o ko
_>|~l_,
o,
o2
o0
X

2. Service design field of medium and small hospital
B AMu =gzl E 8iME WA, S48 2 M)

Table 1. Hospital service design area 1
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service field Wayfinding service

communication service

—Providing wayfinding information through

. _— color information Recognition
service definition

emotional consideration

internal-external space layout System, sign board and

—Accessibility for small and medium hospitals
—Signboard system for patients is needs more

—Increase reliability and accuracy and Communicating with
patients through emotional communication

—Increased communication density via different channels and
requires high accuracy, reliability and familiarity

service range

Not only inside the hospital but also experience finding
the way to access media for patients to choose a
hospital and walking experience near the hospital

—Online communication including Communication channel,
website, mobile app

—Improving communication through face—-to—face and suggest
activation plan —Developing of forms Communication with patients
using information structure design of forms

ervice design target . . .
S sig g board and circulation efficiency

Space layout design based on guide and leading sign

—Online communication —Form channel communication
—Face—-to—face communication

service field Hospital Environmental Services

Branding service

service definition .
experience

medium hospitals

—Increase the environmental amenity of the various
areas of the hospital that patients experience,
management and improvement of medical devices

—Involving formation of first impressions in small and

—Services that raise awareness of the hospital and contribute
to activation

—Process of building brand image, feeling, and identity to patients
leads to the positioning of the hospital

service range patients experiences space, medical space,

restroom, rest area

—Service experience such as functional suitability,
comfort, and aesthetics in support space such as

— Face—to—face experience of using medical device

—Direct branding such as hospital Identity of hospital, advertising
and promotion Plan, hospital image positioning plan
—Contains appearance of hospital that forms a sustained
impression

laboratory, treatment room
Service design target

performance support device

—Medical space: Space layout and environment of
meeting medical team such as examination room,

—Medical device: Various examination devices,
treatment devices, beds, wheelchairs and Medical

—Patient waiting, resting, and medical support areas

—Appearance of hospital
— Hospital image and Identity
—Hospital marketing media
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3. Service design and affordance
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[ll. Patients’ Experience and
Affordance design

1. Hospital service design and change of
patients experience
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Table 2. Changes in Patient Experience in Medical Services

Change in relationship change in intention

Behavior and Status

Changes in user
experience systems

Object —> Subject

Needs fulfillment —

Physical services —>

Changes in patients
experience systems

Patients —> User

Experience satisfaction Non physical services
Therapeutic purpose —> Healing, each service—>
self-realization purpose Integrated service design

Table 3. Affordance and experience level(Design Studies, 2014)

Relationship between affordance

Affordance Required information . Hospital service design contactpoint
and experience
) . . — Inside and outside space of hospital
Experience Basic psychological Support through sensory S. . uts .sp . =P
L —Hospital image and identity
affordance needs characteristics

—Hospital marketing media

Physical and cognitive

Use affordance L
characteristics

support of User's cognitive Side | —Induction sign

—Various guide sign board

—Space arrangement according to efficiency of circulation

—Various inspection devices, treatment devices, beds,

Effect Oper{ation support .Support. through manipulation and wheelchairs, carts, drawers, etc. indirectly supporting medical
affordance function interaction .
activities
manipulation Physical Physical / functional support —Online Communication — Form Channel Communication
affordance characteristics between user and environment —Face—-to—face communication
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V. Type and application of affordance
design

1. Type of affordance design

8l<=(Hartson)(Behavior & Information Technology, 2003).
2 AHA) 222 EE 7]5(sense) ©] 88k (understand)
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214 o] W (sensory affordance), E2]4 o] ¥ A (physical
affordance), 21414 o] 3¥H *(cognitive affordance), 7154 ]
¥ 2 (functional affordance)® -3kt
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Table 4. Affordance Design Type

Type Desing Type Examples 2.2 Affordance design of cognitive and sensory
Sensory Design to help Letter size for experience
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2. Hospital affordance design classification and

application

2.1 Affordance design of functional experience

Table 6. Cognitive,

}2)
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Sensory experience and affordance design

Contents

Cognitive experience

Sensory experience

Cognitive behavior of hospital
environment, service, and
communication

Sensory experience of

Sensational experience of hospital environment . L
service/communication

Service design
properties

Identification

Aesthetic, Amusing

facilities Diversity of media

Natural affinity, comfort

Affordance design

-Wayfinding

—Spatial arrangement
according to efficiency of
circulation

—interface that using the various
-Windows for lightinh ensory expression

S. g —Atmosphere, color, sens y .p ss .S .
—Natural view . . —Familiar information design

. furniture, materials, artwork
—Indoor gardening . . —Playful element through touch,
. . —Therapeutic environment )

—Noise, lighting, and amusement space motion
temperature, humidity e —Support for realistic sense
through augmented reality
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Table 7. Interaction experience and affordance design

. Interaction .
Interaction between Interaction of
) ) between L
Contents | Hospital Environmental . communicatio
. service and
and patients )
patients
Service Integration of
design Intimacy Privacy Sociality communicatio
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time .
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ble change
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e . —Realtime
. —Buffer zone | service staff e .
—Friendly . notification
) —Kindness of
environme
nt employees

[V. Conclusions
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