
Motivated Molly
53
Paralegal 
Single parent of two teenagers  

Age
Occupation

Family

“ My back isn't going to keep me from doing what I want
  to do—I'll beat this thing.”

MEMORABLE QUOTE

Molly has put this off long enough. Her back pain has 
started to interfere with her lifestyle, and it's time to 
get it taken care of.

MOTIVATION

Phase of Journey

Phase of JourneyBack Surgery

Emotions at
Touch Point/Interaction

Thoughts at
Touch Point/Interaction

Cautiously optomistic Determined Grateful EcstaticUpbeatConcerned, anxiousHopefulConcerned 

“ I like having a voice  
 in my recovery plan.”

“ This can be frustrating  
 but I’m going to show  
 up and do the work.”

Purposeful

“ Sometimes it’s two steps  
 back and one forward, but  
 I’m not giving up.”

“ Everyone is so encourag- 
 ing and I’m thankful for  
 every bit of progress.”

“ I’m getting better all the  
 time. I can do more too.”

“ I’m strong and without  
 back pain. LIfe is good.”

“ I've done my research, so I  
 have a good idea what it's  
 going to take to get healthy.”

“ I’m really sore, but I’m  
 looking forward to what  
 therapy can do.”

“ This is going to be a long  
 haul, but I’m strong.”

It's become increasingly 
hard to keep up with her 
friends, so Molly made an 
appointment with her 
doctor, who recommended 
the back surgery.

Molly discusses her 
pain and what she has 
learned on her own. 
Doctor listens and is 
empathetic.

Works carefully through 
intermittent pain and 
keeps going to all her 
rehab sessions.

At her surgery follow- 
up, her doctor tells 
her that it typically 
takes 6 months to 1 
year of solid exercise 
for recovery.

Doctor, physical 
therapist, and Molly 
build a rehab plan 
together.

First rehab session. 
Molly is nervous, but 
goes through the 
session’s exercises.

Doctor’s follow-up. 
Tracked progress: 
getting much stronger.

Goes on a hiking 
trip with a hiking 
club from the gym.

Shows up for every 
physical therapy 
session.

Russert Institute 
for Rehabilitation

Physical Therapy On-going HealthConsult

Continues to do her 
exercises on a partial 
outpatient basis. Adds 
yoga to her program 
and flexiility increases.
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Touch Point/Interaction

Friction Point
An interaction that reduces 
member engagement.

Either/Or ScenarioOR

Moment of Truth
A critical interaction that 
determines whether the member 
continues with their journey.

Molly’s Route

Alernate Route
Based on Moment of Truth

Critical Phase

Herniated Disc Patient
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