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Introduction
Imagine you’re a first year student, on a campus you are unfamiliar with, perhaps in a new city,
or in a completely new country. You’re feeling anxious and uncertain. On top of all of your
competing demands, you start feeling sick, or get injured. Now imagine that you try to access
information and services related to health and wellness on campus, but you are confused by the
information scattered across multiple websites, and inconvenienced waiting on the phone for
what feels like forever. Finally, you are able to secure an appointment at the health and wellness
centre, only to find out it is not for another two weeks from today.

Based on our preliminary research, we have come to understand that this is the reality for many
students at U of T. U of T students have significant difficulties accessing information and
services related to health and wellness. At present, 22 of 31 U of T students surveyed report
never receiving information about how to use their insurance. With 2.3 stars and 73 reviews on
Google, U of T’s Health and Wellness Centre is also not meeting student needs, with students
reporting problems with the booking process and long wait times. If students cannot easily
access information and services relating to health and wellness, there are a variety of potential
consequences, including worsening health conditions, resulting in more demand on the
university’s health and wellness services, which negatively impacts not only students, but also
campus healthcare providers. To address this problem, we interviewed and surveyed a diverse
population of U of T students and empathized with their experiences, with the goal of providing
a solution that will have a meaningful impact on student health and wellbeing.

1 | Secondary Research

1.1 Methods

We mainly focused on online research methods. We researched what kind of insurance coverage
U of T students currently have, how U of T Health and Wellness Services work, and students’
overall impression of U of T Health and Wellness Services via U of T websites and U of T
Health and Wellness Services Centre on Google reviews, Yelp reviews and so on.

We also looked into many other articles and blogs to learn about healthcare industry
developments that are applicable to universities, as well as improvements in student healthcare
policy and technology.

Based on the industry research, we found that some telehealth applications were becoming more
and more popular during the pandemic, so we looked into some telehealth apps, such as Maple,
Telus Health and Dialogue, as well as some technical reports conducted by a non-government

2



agency - McKinsey & Company. We also looked at other educational institutions’ websites to see
how they were doing, such as the University of Washington students’ health insurance program
and their on-campus clinics.

1.2 Summary of Main Findings

1. Long wait times at U of T’s Health and Wellness Centre

Through our research, many people mentioned the long waiting times when trying to book
appointments with the Health and Wellness Centre. We found a total of 73 reviews on Google
Reviews about U of T Health and Wellness Centre, with an overall rating of 2.3 out of 5. Many
students considered it a negative experience and most of them found they had to wait a long time
to make appointments or spent a lot of time on the phone waiting for someone to answer, and
also had to wait longer in the waiting room until they saw a doctor.

2. Students across U of T campuses have different insurance plans

We researched various insurance plans available to U of T students and found that our university
has a complex insurance system. Students of different degree programs have different insurance
plans. International students have their own student health plan, teaching assistants also have a
separate insurance plan, such as Ontario Health Insurance Policy (OHIP) for domestic students,
University Health Insurance Policy (UHIP) for international students, CUPE3902 Unit 1 Health
and Dental Top Up Plan for teaching assistants. Furthermore, if a student is a member of the
University of Toronto Graduate Students’ Union (UTGSU), they are automatically enrolled in
the UTGSU Health and Dental Insurance Plan, which complements OHIP/UHIP and it covers
additional services that people may need, such as prescription medication, vision care, dental
treatments and so on.

3. Difficulty finding and accessing doctors in Toronto

We found several interesting online articles stating that finding doctors in Toronto is extremely
difficult. Wait times and accessibility are the two major problems mentioned in these articles.
According to one of the articles, 68% of Canadians just avoid seeing a doctor for a variety of
reasons, the most common reason of which is the wait time (42%). Other reasons include: 37%
say they can’t get a timely appointment; 17% say the doctor isn’t available outside of work
hours; 10% - Germ contamination in the waiting room; 10% - Physical constraints, such as lack
of transportation or difficulty seeing a doctor (Statista, 2021).

4. Telehealth became popular during and after COVID-19

According to research conducted by McKinsey (2021), the use of telehealth services has
increased 38 times since COVID-19. Telehealth companies such as Maple, Dialogue and Telus
Health have thrived. Furthermore, people hold positive attitudes towards telehealth.
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Approximately 40% of people surveyed stated they will continue to use telehealth in the future
(McKinsey, 2021).

5. U of T’s student health services issue

Compared to other universities, health and insurance information for students on the U of T
website appears to be unorganized and difficult to access. For example, the University of
Washington provides clear directions on their website about insurance information and coverage,
and clear instructions on booking an appointment. Comparatively, there appears to be little
information available to students on how to use their insurance on the U of T website, and
booking an appointment seems to be complicated.

1.3 Outline of Sources
1. Online research

- Google Review
- Yelp Review
- Reddit
- The Walrus
- App Store Review
- Facebook Review
- Education Advisory Board
- Statista (Health System)
- The Nation (Universal Health Care)

2. Published books and articles
- Education for Health

3. Telehealth
- Dialogue
- Maple
- Telus

4. Non-government agency report
- McKinsey & Company, Healthcare System and Services
- Health IT Consultant

5. Educational institutions
- University of Toronto Graduate Students’ Union
- University of Toronto Students’ Union
- University of Washington (Parents and Families)
- University of Washington ( Hall Health Centre)
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- University of Washington (International Student Health Insurance Program)
- Studentcare

2 | Primary Research

  2.1 Participants

To better understand our potential users, we gathered primary data through an online survey and
interviews. We gathered data from a total of 42 potential users. Survey data were collected from
32 individuals through Google Forms. We gathered interview data from 10 participants. Survey
participants were recruited from online channels designated for U of T students, including
Facebook groups, WhatsApp groups, and Discord channels. A brief message was sent out in
these channels in which students could access the survey through an included link. The survey
also included the option to include contact information to participate in an interview. We
recruited some interview participants this way. We also recruited interview participants by
approaching students in study spaces, as well as by reaching out to students in our personal
networks.

In both our interview and survey, we selected participants who were current U of T students to
represent our potential users. Participants from both the survey and interview represent a diverse
group of students. 13 of 32 survey respondents and seven of 10 interview participants are
undergraduate students. 18 of 32 survey respondents are in their first year, with the remaining 14
of 32 students in their second year or above. Our interview participants include four male
students and six female students, ages ~18 - 30, from a variety of programs including statistics,
psychology, economics, pharmacology, international relations, information, and nursing.

2.2 Methods

The data collection process included both surveys and user interviews. We asked for participants’
consent to participate in our study at the beginning of the survey. 32 survey responses were
collected over a period of 12 days. Survey responses were collected online through Google
Forms. The survey was distributed through a variety of online channels designated for U of T
students, including Facebook groups, WhatsApp groups, and Discord channels. The channels
were selected to include a diverse group of U of T students, including channels designated for
both undergraduate and graduate students, as well as a variety of majors and programs.

The survey included two screening questions. The first screening question asked respondents to
indicate whether they are current U of T students. Should a survey respondent indicate they are
not a current U of T student, the survey would end. We also included a screening question for
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respondents to indicate whether they had used U of T’s Health and Wellness services in the past.
Respondents who answered ‘yes’ were directed to a set of survey questions in which they are
asked questions about their experience with the services. Respondents who answered ‘no’ were
directed to an alternate set of survey questions in which they are asked about the reason(s) they
have not used or did not use Health and Wellness services, as well as whether they have received
information about these services in the past. The survey for respondents who have used U of T’s
Health and Wellness services consisted of 16 required questions with no skipping option or leave
a blank field. The alternative survey for respondents who have not used U of T’s Health and
Wellness services consisted of seven questions.

We conducted 10 user interviews, both in-person and remotely via Zoom. Two group members
took part in each interview. One group member conducted the interview while the other took
notes. In addition to collecting notes from each interview, interviews were recorded and
transcribed using an AI transcription service called Otter.ai (recordings would later be used for
us to refer back to interview data). Interviews were semi-structured to allow for a more in-depth
exploration of topics that arose during the interview. Each interview consisted of 12-15
questions, including a warm-up question, follow-up questions, and a cool-down question.

2.3 Data Collection Results

2.3.1  Instruments

Instrument #1: Surveys
Survey responses were exported from Google Forms to a spreadsheet in Google Sheets. All data
were organized into graphical representations and used in our analysis.

The graphical illustrations are drawn on our 32 responses from U of T students in different levels
of study, programs, and nationality, and provide an overview of descriptive statistics regarding
the current situation.

22 respondents indicated that they use U of T Health insurance and proceeded to the main
survey. We asked them if they have received any information from U of T about their insurance
coverage (figure 1.1) – 11 students chose ‘yes’ and 5 students chose ‘no’. When we asked if they
received any information regarding how to use their insurance, the ‘yes’ group from the previous
question decreased to six respondents and the ‘no’ group increased to ten respondents.
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Figure 1.1
(Left) users asked about whether they received insurance information from U of T; (Right) users

asked if they received information on how to use their insurance

The survey continues to inquire about the frequency of use and their experience with U of T
Health insurance, including its Health and Wellness Services (figure 1.2). We calculated the
frequency count for each choice – 0 for ‘Not at all’, 13 for ‘Occasionally’, 6 for ‘Sometimes’, 3
for ‘Often, and 0 for ‘Very often’. The median and mode of the rating for respondents’ overall
experience are 3 out of 5 and the average from this data set is 2.85 out of 5. There are three
extreme ratings of 1 which results in a mid-low rating.

Figure 1.2
(Left) users asked how often they use U of T Health and Wellness Services; (Right) users asked

how they would rate the experience overall

When asked what services they had used in the past, respondents listed a wide range of services
including nutrition consultation, medical checkup, medical prescription, mental health, family
doctor, acne issue, dental care, and vision, etc.

As indicated in the bar chart (figure 1.3), the most common way that students schedule an
appointment is by phone. The second most popular way is internet booking. 13 out of 22 students
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said that the method they used to book an appointment took between 5 to 20 minutes to
complete. There were a few students who had experienced booking for more than 60 minutes
(figure 1.4). Following that, we asked about the time it takes from the date of booking to secure
an appointment (figure 1.5). 10 out of 22 students said this process took around 2 to 7 days and 6
out of 22 students waited  8 to 14 days for their appointments. There was only one student who
was able to book the service on the same day. When asked to rate their experience booking the
appointment, the average rating was 2.77 out of 5 and the mode is 2.

Figure 1.3
Method(s) used by users to schedule a Health and Wellness appointment

Figure 1.4
Time taken for users to book appointment(s)
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Figure 1.5
(Left) Users asked how long it took them to book an appointment; (Right) users asked how they

would rate their experience booking an appointment

In addition, some students shared their explanations for the rating they gave in previous
questions. We categorized their feedback into the following themes/factors: long wait times and
line ups, appointments unavailable within two weeks, easy and quick, and the process to set up
an account is lengthy. In section 2.4, we summarized the main findings between survey data and
interview data.

In the alternative survey, 10 out of 32 students have never used U of T health insurance. We then
asked about why they had not used the school's Health and Wellness services. As illustrated in
figure 1.6, 5 of out 10 respondents selected both the option of “I am not sure how to use my
health insurance plan” and “I don’t have the need currently”. 3 out of 10 respondents chose “I’m
not sure how to use my health insurance plan”. Only one respondent selected “I don’t have the
need currently”, and one respondent selected both the option of “I have another health insurance
plan”and “I don’t have the need currently”.

Figure 1.6
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Users asked about why they have not used U of T Health and Wellness services

Similar to the main survey group, we asked about whether respondents had received any
information from U of T about their insurance coverage (figure 1.7) – seven students chose ‘yes’
and three chose ‘no’. When we asked if they received any information regarding how to use their
insurance, the ‘yes’ group from the previous question decreased to two respondents and the ‘no’
group increased to eight respondents. As a result, although U of T has disseminated some
information about students’ insurance coverage, the majority of students from our survey pool
did not receive instructions on how to use their insurance.

Figure 1.7
(Left) users asked about whether they received insurance information from U of T; (Right) users

asked if they received information on how to use their insurance

Instrument #2: Interviews
The interview data were recorded during the interview by a notetaker, and were also
audio-recorded and transcribed using AI transcription via Otter.ai. The data were used for the
purpose of analysis.

Based on the findings from our secondary research, we categorized our key interview questions
into four categories: insurance knowledge; knowledge in finding a health provider; Health and
Wellness Centre experiences and problems; other solutions and experiences that they wanted to
share with us.

After completing user interviews and taking raw notes, we entered interview data (i.e., insights
and comments from users) into a spreadsheet, with each interviewee’s data comprising one
worksheet. To maintain anonymity, users’ names were coded as P1 through P10. We then
prioritized certain comments as ‘high’, depending on the level of a problem they posed for users
or if they gave us design ideas.
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The spreadsheet (consisting of 10 worksheets – one for each user) would serve as the basis for
our affinity diagram, as we now had an organized bank of user interview data.

Figure 1.8
Example: P9’s interview data interpretation
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2.3.2 Major Themes/Ideas

Figure 2.1
Annotated Affinity Diagram

(Note: S1-14/15-33 signify data from survey respondents)

We created an affinity diagram using a bottom-up (inductive reasoning) approach. After
collecting and organizing comments from user interviews, we wrote down some insightful user
comments on sticky notes and stuck them on the whiteboard. We noticed some patterns that
began to emerge and we grouped the user comments accordingly, summarizing each ‘cluster’
under a descriptive heading. This allowed us to identify key clusters of problems that users face,
which would guide our focus to specific areas for us to develop a solution(s).

Frequency count for clusters:
- ‘Inconvenient’ booking system: 12
- Telehealth: 8
- What I hope for: 4
- I love Health and Wellness: 4
- I hate Health and Wellness: 4
- Insurance: 24
- Where/how can I find important information more easily?: 11
- I’ve been waiting forever: 18
- What is Health and Wellness?: 8
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Findings/inferences from the affinity diagram:

Figure 2.2
Key Cluster 1: New Patient/First-time booking issues
First-time booking seems to be a problem for many users due to the complex and confusing
Health and Wellness booking system
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Figure 2.3
Key Cluster 2: Long wait times between the time of booking and actual appointment time, as
well as at Health and Wellness clinics
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Figure 2.4
Key Cluster 3: Lack of insurance coverage information. Many users don’t know what their
insurance covers and/or how to use it properly.

2.4 Overall Summary of Main Findings
Based on our findings, the majority of our participants do not have a clear understanding of the
insurance and coverage they have currently; they stated that U of T sent them an email informing
them of their insurance but without instruction or guidance on how to use it. Some do not know
what insurance they have and what their insurance covers. They searched online on their own but
found that information was scattered, making it difficult for them to figure out how to use their
insurance properly. Some of them would rather ask their friends about the insurance policy
and/or how to access Health and Wellness services, highlighting the difficulty U of T students
face in getting proper healthcare.

Based on the survey and interview results, the majority of our participants stated that they had to
wait for a long time both when booking appointments and outside of clinics before seeing a
doctor.
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Data also pointed to booking issues. The Health and Wellness booking systems seem to be
complicated, making it difficult for students, particularly new patients/first-time users, to book an
appointment.

3 | Project Rundown

Our Team / Project: U of T Healthcare Navigator and Redesigned Booking System
Industry: Healthcare
The Domain: Access for Every Student; Whole Student Development
Case Scenario: New patients trying to book an appointment with U of T Health and Wellness
services
It’s kinda like: “It would be difficult and lengthy to reach my destination if I don’t have proper
guidance.”
Users: U of T students

Current User Struggles:
● Scattered information on different websites about healthcare at U of T
● Can’t find insurance information/coverage
● Don’t know what services Health and Wellness provides
● Don’t know how to book an appointment with Health and Wellness services
● Don’t know what insurance coverage they have
● Complicated booking process with too many steps (email, phone, digital forms, Medeo,

creating a new account, etc.)
● Long wait times at the clinics to see the doctor
● Don’t know which healthcare provider they should visit, depending on their symptoms

Future User Perfection:
● Quicker access to their insurance information/coverage online
● Book an appointment easily and more directly
● Patients are directed to the appropriate doctor/service for their needs which saves time and

alleviates stress for the user
● Inform patients about the approximate wait times
● Ease users’ stress and anxiety when it comes to seeking treatment through a seamless

booking process

Awesome for U of T Health and Wellness Centres:
● More positive Google reviews from patients
● Improve patient satisfaction and experience
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● Increase clinics’ operating efficiency (for example, patients are directed to the appropriate
doctor/service for their needs which increases efficiency)

● Reduce strain/workload on receptionists by providing users with adequate information and
an easy booking process for users

● Help bridge the gap between patients and Health and Wellness centres

4 | Problem Statement

Problem Statement for U of T students accessing Health and Wellness information

The current state of U of T Health and Wellness services has focused primarily on workshops and
programs that are not meeting student needs.

What the existing product/service fails to address is an efficient booking system; proper access to
important healthcare information for patients; and more information about wait times for patients
at clinic(s).

Our project will address this gap by providing students with quicker access to their healthcare
and insurance information/coverage online, allowing them to easily book appointments, and
informing them of their wait times.

Our initial focus will be on the needs of students — orienting new patients, providing them with
important healthcare and insurance information, and guiding them through the booking process.
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Appendix
Study Protocol/Consent Form
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Screener
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Blank Questionnaires https://forms.gle/MhYg6UFHEu263qRQ6
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Interview Questions

Warm up:
1. Tell me about yourself.
2. Could you tell me about any negative/bad/poor medical care experiences you’ve had

before? If any?
3. Do you recall the last time when you sought a U of T healthcare professional’s advice,

was the provider able to fulfill your needs? (please explain how they were or were not
able to help you).

Section 1: Insurance Knowledge
1. What kind of insurance do you have?

- What’s your insurance coverage? Do you know that? If not sure, do you know how
to find the information?

- How do you get to know your Insurance coverage for the first time? How did you
find out your coverage the first time?

- What was the experience like? How was the experience overall?
- Do you think having that information is important for your own benefit? And

why?
- What could be improved about the experience of seeking the right info?

Section 2: Knowledge in Finding Health Provider
1. Imagine if you had an acne issue/swelling eyes, and needed to find a doctor, describe the

steps you would approach to find one.
2. Imagine you experienced a sudden allergic reaction and needed to seek for medical

assistance, describe the steps you would approach to find one.
Scenario 1: urgent situation; Scenario 2: non-urgent situation. What do you do for both
cases?

Section 3: Scenario - Health Wellness Centre Problem and experience (physical/mental health)
https://studentlife.utoronto.ca/department/health-wellness/

1. Do you know about our school’s Health Wellness Centre?
- If yes: How did you hear it? Could you tell me what services it provides(without

searching online)?
- If no: How did you find a health provider?

2. Have you used or do you use U of T health and wellness services?
- If yes: Can you walk me through that experience(s) (from booking to finishing to

appointment)?
- If no: imagine you need to get prescribed drugs, could you walk me through your

booking steps?
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Section 4: Share other solutions and experience with us. (telehealth, other university, other
countries)
(If from other country or place)
What are the steps to seek medical help in your previous country (or place,  university) ?

1. How do you feel about the differences now and before, if you have thoughts?
2. Have you heard about telehealth or telemedicine?
3. Have you used telehealth or medical apps? If so, which ones?

- What did those apps do?
- In your perspective, could you tell me both the pros and cons of that app?

Interview Raw Data
https://docs.google.com/document/d/1-d2feSNiHM4fXSnjT6J_n2QD_GiuHtCt-idaAqkkb10/edit?usp=shari
ng
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Survey Raw Data
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