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In Baltimore City, youth ages 15-24 represent 70% 
of  new STDs reported to the Baltimore City Health 
Department (BCHD) in 2012, including 60% for 
gonorrhea, 70% for chlamydia, 27% for syphilis and 
25% for HIV. Thus, it is important to be attuned and 
responsive to youth needs and desires about sexual 
health and their testing experience. This guide outlines 
interventions, the user experience research that supports 
them, and recommendations for implementation. 

This work was funded through the Centers for Disease 
Control and Prevention (CDC) grant “Community 
Advancements in the Reduction of  Sexually 
Transmitted Diseases” (U22 PS004541-01). Through 
this grant, 8 the Baltimore City Health Department, 
Johns Hopkins Center for Child and Community 
Health Research, and the Center for Social Design 
at Maryland Institute College of  Art have been 
working collaboratively to design, implement, and 
test interventions to increase access to STI testing and 
normalize STI testing for Baltimore youth. Prior to this, 
youth and young adults in Baltimore were a part of  this 
effort through the Youth Advisory Council (YAC) as a 
part of  the CARS grant. 

These interventions were originally developed as 
quick wins for Baltimore City Health Department’s 
Eastern Clinic based on intensive design research 
with clinic staff and patients.

For inquiries about use of  interventions in other clinics, 
please contact Suzanne Grieb: sgrieb1@jhmi.edu

People between the ages of  15-24 make up 
about ⅓ of  BCHD clinic patients. Of  all 
15-19 year olds tested at Eastern and Druid 
in 2016, about 65% indicated that it was 
their first STI test. First impressions are 
important! (BCHD internal data collection)

User research focuses on understanding 
user behaviors, needs, and motivations 
through observation techniques, task analysis, 
interviews, and other feedback methodologies. 
It utilizes smaller sample sizes and focuses 
on deep understanding of  geographic and 
location-specific context through qualitative 
data collection. This research was design-
focused and not presumed to have replicable 
findings in other clinics.

HOW THIS GUIDE CAN HELP
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What’s good for Baltimore 
youth is good for everyone.

Enjoyable

Sex Positive

Comforting

Transparent

Timely

Confidential
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Over the course of  the 2016-2017 academic year, 14 
graduate students in the MA in Social Design program, 
at the Center for Social Design, Maryland Institute 
College of  Art (MICA) were challenged with the question,
“How might we increase access to STI testing 
and normalize testing for Baltimore youth (15-24) 
through sustainable structural change?”

As students, we each completed our own testing journeys, 
reviewed current literature, observed clinic spaces, 
interviewed, surveyed, and spent invaluable hours getting 
feedback from and workshopping ideas with Baltimore 
youth, clinicians, and health department staff.

Based on this research, we developed six design 
principles to to help make the STI testing process a 
more positive experience for youth:
• Timely
• Comforting
• Enjoyable
• Confidential
• Transparent
• Sex Positive

Our most important takeaway from all of  this research 
was that what’s good for Baltimore youth is good for 
everyone. We suggest that moving forward, Baltimore 
STI clinic spaces, processes, and services are designed 
with the city’s youth population as their primary users. 

DESIGN RESEARCH PROCESS

Comforting because clinic and health spaces 
can be “cold” and “scary” to a young person.

Enjoyable because this is often the first time 
young patients are interacting with the clinic - 
we want them to have a great experience.

Confidential: because we learned youth 
and clinicians have different definitions of  
confidentiality. Clinicians follow HIPPA. Youth 
want to feel “invisible.”

Transparent: because youth want to know 
what is about to happen to them.

Timely: because the longer youth have to wait, 
they’re less likely they are to complete testing.

Sex Positive: because we want to move away 
from being punitive or judgemental and towards 
being supportive. 
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RESEARCH INSIGHTS

Through interviews and research we discovered one 
overarching insight that guided the work of  the patient 
experience team, which was:

Unsuccessful registration can have a ripple effect 
on the entire patient and clinician experience.

During registration there are a lot of  opportunities to 
make or break how youth patients feel about their entire 
visit. We broadly defined registration as arrival, filling 
out forms, and waiting to see the doctor.

This overarching insight led us to dive deeper and land 
on three primary interventions, which occur during the 
registration phase, which we will detail in this guide:

1. Registration and Triage Forms
2. Testing Process Map
3. Staff Photo Wall

“The front desk staff could not find my results 
because they had misspelled my name in their 
records when I had registered. What was 
supposed to take 2 minutes took 10 minutes to 
figure out.”           - Youth Patient

“After waiting for an hour just to be called up 
to turn in my registration forms at Druid I lost 
all faith that I would be able to complete my 
visit in a timely fashion, so I left.”           
                                      - Patient

“If  you get 4 patients back-to-back who are 
very complex cases - if  you run behind on the 
first one, you are definitely going to run behind 
on the next. (The staff) should know how to 
balance patients based on what is reported.”
           - Clinician      
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Why the Forms Matter for Youth
Eastern Clinic sees patients with a wide range of  
literacy, language, comfort, and ability levels, affecting 
the way they fill out forms, which affects the accuracy 
of  their triage, and ultimately the service they receive.

The scheduling system depends on the accurate 
allocation of  patients. Due to frequent errors on forms, 
clinicians dedicate valuable time during a patient’s visit 
to fixing errors.

Forms that are redesigned and easy to interpret will 
result in a more positive registration experience for 
youth, and also lead to more accurate and efficient 
triage of  youth patients. 

Implementation Recommendations
• Build new forms into the daily workflow of  the 

clinic, since they are one-time use for patients; this 
means they’ll need to be printed regularly like the 
previous forms.

• Forms are intentionally designed with color, as it 
makes them much more approachable, and less 
intimidating for youth patients. 

QUICK INTERVENTIONS

1. REGISTRATION AND TRIAGE FORMS

“I filled out the forms, which felt like writing an 
essay. We just want something that doesn’t feel 
like a complicated homework assignment.”   
               - Youth Patient

“A lot of  people incorrectly fill out the 
registration forms because they just want to 
get it done. My perception is they just want to 
circle x, y, z because they want to get the heck 
out of  there.”                  - Clinician      

What You’ll Need
• 8.5 x 11 inch paper
• Color printing

Old Forms New Forms
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  Why the Process Map Matters for Youth
Youth patients are unable to easily gauge their progress 
during the wait time, a moment in the process where 
they feel the most anxiety. Because of  this patients can 
drop out during the process.

Process maps will increase transparency and 
predictability around the testing process and reduce the 
fear and anxiety many youth feel while seeking testing. 

Implementation Recommendations
(Process Map on Registration Clipboards)
• Print and laminate a full set to be included as the 

first page on each clipboard that patients pick up 
when they arrive.

• There is one testing and one results process map 
and each have numbers or letters corresponding to 
the wait system.

• Buy clipboards that correspond to the color on the 
registration step in the process map.

 

“I want to know what to expect and what I’m in 
for, because some people go and they’re scared.”
              - Youth Patient

“People don’t know the process, and when you 
don’t know the process you become anxious 
because you don’t know what’s next.”  
     - Provider

2. TESTING PROCESS MAP

  What You’ll Need
•  8.5 x 11 inch paper
• Color printing
• Lamination sheets
• Clipboards
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Implementation Recommendations
(Process Map on Wall)
• Place map where patients are waiting, or at 

moments when they are moving onto another stage 
in the process.

• Apply map to walls that are free of  clutter or 
additional signage, in order to avoid competing 
messages.

• Place map where patients naturally look (i.e. not on 
a wall that is to the patients’ backs when they are 
sitting or standing and at eye level)

• Place map in places where staff can point and refer 
to it.

• Paint corresponding sections of  clinics the same 
color as their map phase to build consistency in the 
experience throughout the space.

• Place signage on doors with icons that reflect the 
appropriate phase of  the process.

  What You’ll Need
• Vinyl prints of  process map
• Contact paper
• Tools to install if  self-installing 

(note that this takes special skills)
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Why a Photo Wall Matters for Youth
For worried youth patients, ancillary staff members 
are the first impression and first resource for answers 
to questions. The photo wall will increase the level of  
familiarity and comfort between youth patients and 
the staff, leading to a more supportive and less anxiety 
provoking clinic visit. 

Implementation Recommendations:
• Place photos where patients are waiting, or entering 

the clinic space.
• Place photos in a case or somewhere they can’t 

easily be taken down by patients.
• Label photos with staff names, but give staff the choice 

to use a first name or nickname; we recommend they 
use the name they will use with patients.

• Larger photos are better, so patients are able to see 
them from their waiting room seats.

• Designate a photographer. We recommend the 
person in charge of  onboarding be responsible for 
taking a photo during every new hire’s orientation 
on a smartphone.

• Give staff the opportunity to approve their photo, by 
looking at it on the phone before sending it to print.

• To take high quality photographs on a smartphone 
be sure to photograph somewhere well-lit, ideally 
in natural light. For consistency take all photos in 
front of  a solid color background.

3. STAFF PHOTO WALL

  
“I want a place that makes testing feel less scary” 
                        - Youth Patient

“The doctor felt like a stranger. I didn’t want to 
talk to her about these personal things.”   
          - Patient

  What You’ll Need
•  Individual photos of  all staff
• Wire
• Binder Clips

Recommendations for where to print include:
• Parabo Press App

Square color prints on thick paper
• Snap Fish App

Traditional color photo prints: Use 
the 100 free 4 x 6” prints/month for 
one year, must be ordered in the app: 
https://support.snapfish.com/hc/en-us/
articles/226720348-Free-Prints-for-a-Year 

Current Setup New Additions
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In addition to the quick interventions, we also 
recommend youth-friendly signage. Signage should 
support the goal of  transparency by providing clear and 
consistent messaging. The tone of  the messages should 
feel welcoming and positive.

cellphone use
while waiting

thank you :)

please:
Turn your phone on Silent

Step out to take a call

Use headphones for music

Eastern Health Center
620 N Caroline St, Baltimore

registration / information
registro / informacion

emergency exit
salida de emergencia

ADDITIONAL SIGNAGE

registration
at Eastern Health Center

hours of  operation:

registration checklist:

first come,
first served

Monday

Numbers and letters may be called out of order. Thanks for your patience!

 

Tuesday
Thursday

8:30am

 
-

 
5:00pm

8:30am

 
-

 
5:00pm

8:30am

 
-

 
1:00pm

for testing

Pick a number / letter
Take a clipboard with forms
Have a seat and wait to be called

Please pick:

 

NUMBER

for results

LETTER
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Language
We recommend using language that normalizes the visit 
and is welcoming. Small tweaks to make the visit seem 
less like an interrogation and more like a responsible 
decision go a long way with youth.

Visual Language
Icons
We recommend the use of  simplified visual icons 
and cues throughout the clinic space and clinic 
communications. This helps to address the needs of  
different age, literacy and language levels.

Colors
We recommend using the color palette suggested. Tints 
and shades of  blue can be calming, and youth identified 
these colors to be comforting. Additionally, youth 
indicated color in the space is important.

Fonts
We recommend title fonts that are bold and lowercase 
as this indicates friendliness.
• Title: Arial Rounded Bold
• Body: Helvetica Neue Font Family

   
   welcome! we’re glad you’re here

DESIGN STYLE GUIDE

helloTitle: Body : Welcome to Eastern. 
Let us know how can 
we help you today?

Primary
Colors:


