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Improving the patient journey
A case study about re-designing a complex home care setup process to increase patient adherence.  

How did we help?
• Analyzed the patient journey to identify 

any roadblocks that prevented patients 
from having a successful CPAP therapy 
experience.

• Defined a new patient journey to empower 
users’ to take charge of their CPAP therapy 
experiences.

• Used rapid prototyping to develop a suite 
of Welcome Kit materials. 

• Piloted the Welcome Kit prototypes with a 
CPAP user group.

• Refined Welcome Kit materials to include 
pilot group’s feedback. 

Opportunity
Philips Respironics supports patients with 
Obstructive Sleep Apnea (OSA) who use 
Continuous Positive Airway Pressure (CPAP) 
therapy at home. For these patients, the CPAP 
device can be intimidating. 

Philips realized that they needed to do more to 
support patients and their caregivers as they 
“get comfortable” with their CPAP devices and 
start a therapy regimen.

Solution
The literature that accompanies the CPAP device 
is critical to patients’ success and their long-term 
compliance with their care plans. ThoughtForm 
worked with Philips to define the patient journey 
and develop a suite of materials, or Welcome Kit,  
to guide patients through the process of beginning 
CPAP therapy at home, starting with the setup of 
the device. ThoughtForm created a Welcome Kit 
for two different CPAP devices and seven different 
breathing masks that pair with the two devices—
resulting in eight tailored Welcome Kits. 

‘‘

”

The Welcome Kits allow us to 
partner with our customers to 
give end users a positive  
experience when starting OSA 
therapy. ThoughtForm’s user 
focus helped us to create a great 
product that’s really helping to 
change patients’ lives by giving 
them a better night’s sleep. 

Tom Shoemaker
Senior Project Manager, Customer 
Service, Philips Respironics
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Who did we 
help?
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What did we do?

Performed research 
to gain a clear 
understanding of the 
patient journey.
To begin the development of CPAP Welcome 
Kits, ThoughtForm and Philips worked 
together to imagine where the kits fit into the 
patient journey.

The CPAP Welcome Kit experience is part of 
a larger business concept called the Patient 
Adherence Management System (PAMS). 
ThoughtForm helped Philips Respironics 
shape this business model, particularly the 
patient journey, to empower patients to take 
the right steps to increase their CPAP therapy 
compliance from the start.

Designed and piloted a 
system of Welcome Kits 
to orient patients to their 
new CPAP devices.
ThoughtForm employed rapid prototyping 
to review alternative approaches for how to 
communicate the proper setup and use of 
the CPAP devices. Throughout this process, 
ThoughtForm and Philips reviewed alternative 
approaches and selected the strongest 
directions to pilot.

Once the pilot direction was solidified, 
ThoughtForm created detailed prototypes and 
piloted them with a select group of patients.

This early pilot led to the development of a 
three-piece Welcome Kit that was centered 
around the patient experience: Get Started, Get 
Comfortable, and Get Prepared. This structure 
offered the user just what they needed to 
know, all at the right level of detail and at the 
right time in the patient journey.

Refined the Welcome 
Kits to reflect the results 
of the pilot.
The pilot prompted ThoughtForm to 
simplify and improve the clarity of both  
the text and the illustrations that we  
had created.

We added friendly, more conversational 
language and made the illustrations and 
overall design of the Welcome Kit more 
colorful and inviting.

We also updated product information to 
include details about Philips’ newest CPAP 
device, the DreamStation, and new masks.

We iterated several drafts of content and 
design and reviewed these drafts with 
colleagues, a Philips Respiratory Therapist, 
and the Philips project team. In the end, we 
delivered clear and engaging Welcome Kits 
that Philips integrated into their at-home 
patient experience.  

Philips Respironics— 
a global leader in sleep 
and respiratory solutions
Philips Respironics is one of the health  
care arms of Royal Philips, a century-old  
Dutch technology company headquarted  
in Amsterdam. 

As a global leader in sleep and respiratory 
markets, Philips is passionate about providing 
solutions that lead to healthier patients,  
practices, and businesses. Philips is renowned 
for its patient-centered innovations in sleep 
apnea management, oxygen therapy, noninva-
sive ventilation, and respiratory drug delivery.
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Get 
Prepared

Prepare for your setup call by 
watching a few short videos.

Track your progress
Care for your equipment

We want to ensure that you’re making progress and getting the full 

benefit of your therapy. To make this possible, your machine has a 

modem that sends us important information about how much you use 

your device and how effectively it is helping you breathe. If something 

is wrong, your sleep coach will contact you to help eliminate any 

problems.

Would you like to see this data, too? You can! Learn how to download 

the easy-to-use DreamMapper app below.

Learning more with DreamMapper
Philips DreamMapper is a free mobile and web-based tool  

that lets you: 

• Get daily feedback on your progress

• Set custom goals you can track

• Celebrate achievements to stay motivated

• Watch informational videos to help you succeed

• Set reminders to clean or replace equipment

• Receive important notifications about your therapy 

It’s easy to get started
DreamMapper works with your Philips mask and sleep  

therapy device. Simply download DreamMapper to  

your smartphone or tablet, or access it via your computer.  

It is all at www.DreamMapper.com

Daily cleaning
Wash your mask and water tank daily to keep them clean.

Weekly cleaning
Wash your headgear and tubing weekly, and your filters every 

two weeks.

Mask
Hand wash your mask in warm water  

with a mild liquid dishwashing detergent. 

Rinse thoroughly. Air dry completely  

before use. Do not use cleaning solutions 

that contain bleach, alcohol, conditioners 

or moisturizers.

Headgear
Hand wash your headgear 

in warm water with 

mild liquid dishwashing 

detergent. Rinse thoroughly 

and lay the headgear flat  

or line dry. Do not place the 

headgear in the dryer.

Tubing
Disconnect tubing from  

the humidifier. Gently wash 

the tubing in a solution  

of warm water and a mild  

liquid dishwashing 

detergent. Rinse thoroughly 

and air dry. Make sure 

tubing is dry before use.

Filters
Clean the dark blue filter every 

two weeks and replace it 

every six months. To clean it, 

wash in warm water with mild 

liquid dishwashing detergent 

and rinse thoroughly. Air dry 

completely. The light blue filter 

in your setup box adds an 

extra layer of filtration when 

attached to the dark blue filter.  

It is disposable and should 

be replaced after 30 nights 

of use.

Water tank
Empty and clean the water tank daily to 

prevent mold and bacteria growth. Use a 

solution of warm water and a mild liquid 

dishwashing detergent. Gently wash the 

tank and rinse it with clean water. Wipe the 

parts on the top and bottom. Allow them 

to air dry.

If you’d prefer, you can wash the tank 

weekly in the dishwasher (top shelf only) 

with a mild liquid dishwashing detergent. 

Get 
Comfortable

Now that you’re 
set up, learn 
how to get the 
most out of 
your therapy.

801 Presque Isle Drive 

Pittsburgh, PA 15239
1126871

Sign and mail forms

The envelope attached at right holds forms for you to sign  

and send back in the mail. Please sign these forms and send 

them back immediately following your setup call. Simply  

sign each form, put the signed forms back into the envelope, 

seal it and drop it into any mailbox. No postage is due.  

A few days after setup with the clinician, a sleep coach will call 

you to see how you are doing and to confirm that you have 

returned the forms.

If you have questions about any of these forms, you can ask 

your sleep coach by calling 1-866-664-7979.

Try it out

Congratulations! 

You’re one step closer  

to a good night’s sleep. 

Read, sign and return  

all forms in the envelope  

to complete setup.

801 Presque Isle Drive 

Pittsburgh, PA 15239
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Connect the remaining end of the 

CPAP tubing to the quick release 

elbow at the top of the mask.

Press the power button on the  

device to start the airflow. You  

should feel the gentle flow of air  

in your mask.

Adjust the headgear and tubing 

position for comfort.

Lie down and breathe normally  

to check for any excessive air leaks. 

Note: some air leakage is normal. 
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Get 
Set Up

Let us help you 

set up 

your therapy 

in a few  

easy steps.

1126870

Get Prepared
As the final material in the Welcome Kit, the Get 
Prepared card includes a DVD and tips for how to 
prepare for a follow-up call with a Philips respiratory 
therapist.

Get Comfortable
The next material, the Get Comfortable brochure, helps 
patients understand how to care for their mask and device, 
adjust comfort settings, and track their compliance.

Get Set Up
As the first material in the Welcome Kit, the Get Set Up 
brochure includes detailed instructions to help patients 
set up the CPAP device and fit their CPAP mask. 

What did we create?

Welcome Kit
The consolidated Welcome Kit that 
has everything patients need to 
get started with their CPAP therapy 
at home, including device- and 
mask-related specifics.

Here’s how to take 

your first steps 

toward a good 

night’s sleep.

1126863

Note: Folds at 5.6875" — 5.69375" — 11.625" — 11.875"

Hello!

Hello! Fit your mask

1 2

3

Welcome to your sleep therapy solution. This kit 
contains everything you need to start using  
Positive Airway Pressure (PAP) therapy. If you 
haven’t watched the introductory videos on  
the enclosed DVD, do it now. In the next day or 
two, you’ll receive a setup call from a clinician. 
During the call the clinician will walk you  
through these step-by-step instructions and 
answer any questions you may have. 

The call will cover these five steps:

A  Get oriented

B  Set up your device 

C  Fit your mask

D  Try it out

E  Sign and mail forms

This leaflet shows each step of the process. If you’d like to start  
right away, call the Adherence Coaching Center at 1-866-664-7979.
Adherence Coaching Center hours: 
Monday–Thursday: 8 a.m.–7 p.m., Eastern Time
Friday: 8 a.m.–5 p.m., Eastern Time. 

Adjust the top of the mask  
so the quick release elbow rests  
at the top of your head.

Pull the headgear over the back  
of your head and adjust the straps  
on either side. The mask should 
rest comfortably against your face. 

Place the device on a firm  
flat surface that is lower than  
your sleeping position.

Remove the carrying case  
from the box. Inside the case  
you will find the device,  
power supply and CPAP tubing 
already connected. Remove  
them from the case.

Plug the power supply of the  
device into an outlet. Home  
Screen will appear on the display  
of the device.

Ensure that one end of the CPAP 
tubing is securely connected  
to the air outlet port on the device.

Remove your DreamWear mask 
from the box and unwrap it.  
Also remove the User Manual and 
extra filter and keep them in a  
safe place for later use.

Pull the mask over your head  
and rest the cushion under your 
nostrils.
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Set up your deviceB

Get orientedA

C

Power button

Air outlet port

Water tank

Display screen

Ramp button

Control wheel

Based on your provider’s recommendation,  
you have been sent a DreamWear mask.

Release elbow

Headgear

Cushion

!!
In the days following 
your setup call, your sleep 
coach will call you to make 
sure you’re getting settled 
with your PAP therapy 
routine. This is usually a 
brief conversation of five 
minutes or less. Of course, 
if you have questions  
or need help, your coach 
will give you all the time 
you need.

Over the next one to three 
months, your sleep coach 
will contact you every few  
weeks to make sure things 
are going okay with your 
therapy.

If you need an answer right 
away, call our Adherence 
Coaching Center. If it’s after 
hours, one of our sleep 
coaches will call you back. 

Adherence Coaching Center

1-866-664-7979
Monday–Thursday  
8 a.m.–7 p.m., Eastern Time 

Friday  
8 a.m.–5 p.m., Eastern Time

Solve common comfort problems 

Once you’re in the swing of PAP therapy and are using it regularly,  
you may find it becomes second nature to you. To help you achieve that  
goal, you’ve been assigned a sleep coach. Below are some ways your  
sleep coach can help.

Air is leaking from your mask
It is normal for a mask to leak near the connection of the tubing. But, if  
a mask leak is occurring around your eyes or mouth, try the following  
procedure to fix it:

Sometimes people encounter comfort problems while they are  
getting used to PAP therapy. Here are solutions for three comfort 
problems.

• Gently pull the mask away from your face, then 
adjust the mask, allowing it to reseal.

• Check that all connections are fastened.

• Readjust the headgear straps. The mask should  
be as loose as possible while still creating  
a seal. A mask that is too tight against the face  
can cause leaks to occur by creating folds in  
the material.

• If your mask has a forehead adjuster,  
try readjusting it.

• Try another mask size or type if necessary.

It feels hard to breathe out
You may need time to adjust to the feeling of the air pressure in your 
mask. These tips can help you get more comfortable:

Press the ramp button
The ramp feature reduces air pressure while 
you are trying to fall asleep and then gradually 
increases the pressure until your prescription 
setting is reached. This feature allows you to fall 
asleep more comfortably.

After you turn on the airflow, press the ramp 
button on the top of the device. You can  
use the ramp button as often as you wish during 
the night.

Use your device during the day
At some point during the day, use your device 
for at least 20 minutes. You can use your device 
while you watch TV or relax in some way. This 
helps most patients get used to the air pressure 
in their masks.
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4Fill the water tank with distilled 
water to (or below) the maximum 
fill line.

Connect the tubing to 
the humidifier.

Press in the tab on the top of  
the water chamber to remove the  
tank lid.

Slide the water tank back into the 
humidifier and close the door..

Your nose or mouth feels dry
Try using your device’s humidifier to increase the moisture in the air 
that’s circulated in your mask. Follow these steps to fill the humidifier 
and adjust its settings:

2Lift the lever to open the humidifier 
door and remove the water tank. 1

3
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6 Turn the control wheel to the 
desired setting. A higher number 
provides more humidity. 

Hello, again!
Now that you’ve set up your Positive Air Pressure 
(PAP) therapy, your next step is to get comfortable 
using it every night. Like any new habit, using  
your therapy can take a little getting used to. But 
most people who use PAP therapy regularly say 
that their sleep greatly improves. That’s something 
to look forward to!

Start tonight and continue to use your PAP therapy 
every night. It’s important to get in the habit  
from the start because regular use is the only way 
to gain the benefits of PAP therapy. 

Get support from your sleep coach

Get 
Prepared
Prepare for your setup call by 
watching a few short videos.

Learn About  
Your Therapy

• Getting Started

Set Up  
Your Device

• Learning about 
your device

Fit  
Your Mask

• Getting familiar  
with your mask

Move Forward with 
Your Therapy

• Managing  
your therapy with 
DreamMapper

• Setting your modem 
for DreamMapper

• Replacing  
your supplies

Videos on this DVD

801 Presque Isle Drive

Pittsburgh, PA 15239
1126865

Preparing for your setup call
• In the next day or two a clinician will contact you.

• Watch the series of short videos included on this DVD to 
prepare for your new therapy. 

• Be ready to sit at a clean desk or table with an outlet nearby for 
plugging in the device. 

• Open the box and lay all the parts out on the table. Please 
don’t throw anything away. We will explain it all when we call.

• To get the most out of the setup call, have a bottle  
of distilled water so you can try your device’s humidifier.

• If your cordless or mobile phone has a speaker phone feature, 
plan on using it.

• Read and sign all forms in the envelope on the  
“Get Set Up” leaflet.

• If you’d like to get started right away, call the  
Adherence Coaching Center at 1-866-664-7979. 
Monday–Thursday: 8 a.m.–7 p.m., Eastern Time 
Friday: 8 a.m.–5 p.m., Eastern Time. 

1119422 R00

Get Prepared
Your Introduction to Sleep Apnea

Track your progress

Care for your equipment
We want to ensure that you’re making progress and getting the full 

benefit of your therapy. To make this possible, your machine has a 

modem that sends us important information about how much you use 

your device and how effectively it is helping you breathe. If something 

is wrong, your sleep coach will contact you to help eliminate any 

problems.

Would you like to see this data, too? You can! Learn how to download 

the easy-to-use DreamMapper app below.

Learning more with DreamMapper

Philips DreamMapper is a free mobile and web-based tool  

that lets you: 

• Get daily feedback on your progress

• Set custom goals you can track

• Celebrate achievements to stay motivated

• Watch informational videos to help you succeed

• Set reminders to clean or replace equipment

• Receive important notifications about your therapy 

It’s easy to get started

DreamMapper works with your Philips mask and sleep  

therapy device. Simply download DreamMapper to  

your smartphone or tablet, or access it via your computer.  

It is all at www.DreamMapper.com

Daily cleaning

Wash your mask and water tank daily to keep them clean.

Weekly cleaning

Wash your headgear and tubing weekly, and your filters every 

two weeks.

Mask

Hand wash your mask in warm water  

with a mild liquid dishwashing detergent. 

Rinse thoroughly. Air dry completely  

before use. Do not use cleaning solutions 

that contain bleach, alcohol, conditioners 

or moisturizers.

Headgear

Hand wash your headgear 

in warm water with 

mild liquid dishwashing 

detergent. Rinse thoroughly 

and lay the headgear flat  

or line dry. Do not place the 

headgear in the dryer.

Tubing

Disconnect tubing from  

the humidifier. Gently wash 

the tubing in a solution  

of warm water and a mild  

liquid dishwashing 

detergent. Rinse thoroughly 

and air dry. Make sure 

tubing is dry before use.

Filters

Clean the dark blue filter every 

two weeks and replace it 

every six months. To clean it, 

wash in warm water with mild 

liquid dishwashing detergent 

and rinse thoroughly. Air dry 

completely. The light blue filter 

in your setup box adds an 

extra layer of filtration when 

attached to the dark blue filter.  

It is disposable and should 

be replaced after 30 nights 

of use.

Water tank

Empty and clean the water tank daily to 

prevent mold and bacteria growth. Use a 

solution of warm water and a mild liquid 

dishwashing detergent. Gently wash the 

tank and rinse it with clean water. Wipe the 

parts on the top and bottom. Allow them 

to air dry.

If you’d prefer, you can wash the tank 

weekly in the dishwasher (top shelf only) 

with a mild liquid dishwashing detergent. 

Get 
Comfortable

Now that you’re 

set up, learn 

how to get the 

most out of 

your therapy.

801 Presque Isle Drive 

Pittsburgh, PA 15239

1126871

Sign and mail forms

The envelope attached at right holds forms for you to sign  

and send back in the mail. Please sign these forms and send 

them back immediately following your setup call. Simply  

sign each form, put the signed forms back into the envelope, 

seal it and drop it into any mailbox. No postage is due.  

A few days after setup with the clinician, a sleep coach will call 

you to see how you are doing and to confirm that you have 

returned the forms.

If you have questions about any of these forms, you can ask 

your sleep coach by calling 1-866-664-7979.

Try it out

Congratulations! 

You’re one step closer  

to a good night’s sleep. 

Read, sign and return  

all forms in the envelope  

to complete setup.

801 Presque Isle Drive 

Pittsburgh, PA 15239
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Connect the remaining end of the 

CPAP tubing to the quick release 

elbow at the top of the mask.

Press the power button on the  

device to start the airflow. You  

should feel the gentle flow of air  

in your mask.

Adjust the headgear and tubing 

position for comfort.

Lie down and breathe normally  

to check for any excessive air leaks. 

Note: some air leakage is normal. 
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Get 
Set Up

Let us help you 

set up 

your therapy 

in a few  

easy steps.

1126870
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How did we do it? ThoughtForm

To ensure alignment, ThoughtForm and Philips used a  
highly collaborative, iterative, and agile process.

Copyright © 2017 ThoughtForm Inc. and Philips. 

ThoughtForm, the ThoughtForm logo, are registered trademarks. 

Other products and service names may be trademarked by  
ThoughtForm and other companies. 

This document is current as of the initial date of publication and may 
be changed by ThoughtForm at any time. The data and client exam-
ples are presented for illustrative purposes only. The information in this 
document is provided “As Is” without any warranty, express or implied, 
including without any warranties or merchantability, fitness for a partic-
ular purpose and any warranty or condition of non-infringement. 

ThoughtForm transforms ideas to connect 
people with actionable information. Working 
where strategy meets design, we help our 
clients turn fuzzy ideas, challenges, and 
opportunities into clear and meaningful 
messages and experiences. With ThoughtForm 
you can engage and inspire people, build  
their understanding, and enable them to  
take action.

ThoughtForm is a Pittsburgh-based 
design consultancy focused on visual 
communications. We work with leadership 
teams in organizations ranging from  
Fortune 100 companies to small nonprofits.  
Let us give your thoughts a visual form with 
the power to communicate.

To find out how our design solutions can help you 
contact Steve Frank at: 
sfrank@thoughtform.com

To learn more, visit us at: 
thoughtform.com

Philips Welcome Kit Covers

Concept 1

Get More 
Information

Part 1

Getting Started
Compliance

Part 2

Getting Familiar
Amara
Nuance Pro
Wisp

Part 3

System One
CPAP
AUTO

Part 4

Sleep Mapper 
Overview
Modem
Supplies

Discover more through a series of 
short videos.

Didn’t get your question answered yet? Visit 
therapistassist.com to learn more about 
CPAP therapy.

Get
Comfortable

Now that your 
setup. Learn 
how to get the 
most out of 
your therapy.

Get
Started

Let us help 
you set 
everything up 
in just a few 
easy steps.

Hello! 

Here’s how to take 

towards a good 
night’s sleep.

3
4

50

1
2

Conducted interviews and a set up demo, 
to understand the activities and messaging of 
the current patient journey.

Piloted Welcome Kit materials with a 
group of patients to understand what was 
working and what could be improved.

Defined the content structure of the 
new patient journey to ensure that the 
patient has the exact information they 
need to be successful during setup.

Further simplified and clarified the text 
and the illustrations within the Welcome Kit 
based on feedback gathered from the pilot.

Created iterative sketches of 
Welcome Kit illustrations to quickly 
gain consensus on the best way to 
present the Kit’s information.


