
 

Frequently Asked Questions 
Shadowing and goShadow 

 
 

1. Who can shadow? 
a. Anyone can shadow. Shadowing can be done with a pen, paper and 

stopwatch, or using the iOS goShadow app. 
 

2. How long does it take to shadow? 
a. Important insights can be gained from just one day of shadowing. However, 

depending on the length and scope of the experience being shadowed, 
the process of shadowing can take hours to days. 
 

3. Patients and staff seem uncomfortable when I am shadowing. What should I do or 
say? 

a. When faced with an apprehensive patient or staff member, it is often 
helpful to reassure them that no personal or identifying information is 
recorded.  goShadow can provide shadowing postcards to give to patients, 
families and staff that explains the shadowing process. Email 
info@goshadow.org  for more information or visit 
www.goshadow.org/resources. 
 

4. My shadowing experience isn’t following the goShadow templates exactly.  
Am I doing something wrong? 

a. The goShadow templates are intended as training guides for common 
experiences. Not all experiences will follow these exact steps or have the 
same people or tasks. Use the templates as a starting place when creating 
an experience. Follow the creation of an experience, along with segments 
and people as they naturally occur. Do not worry about copying them 
exactly. If you need help creating or templating an experience, please 
email info@goshadow.org. 
 

5. How do I fit shadowing into an already busy schedule for my staff? 
a. Shadowing is NOT another initiative or an additional task for your staff. It is 

a process designed to help your staff improve their work. Shadowing is a 
great tool that can be used to achieve and measure other organizational 
goals. 

mailto:info@goshadow.org
mailto:info@goshadow.org


 

 
 

       6.    Do we need to get “consent?” 
a.  We always ask the patient/family for permission to shadow and they 

always have the right to refuse. However, no formal, written consent is 
needed. When you approach the patient, give a brief explanation of what 
shadowing is and what you’ll be recording. Explain that you won’t be 
identifying them in any way. Ask if it’s alright for you to shadow their 
experience. If they say yes, this is the permission you need. Never shadow 
anyone who isn’t able to appropriately give permission (for example, 
someone who is sedated or confused). 

 
      7.    Do patients often refuse to be shadowed? 

Patients rarely refuse to be shadowed. Most people are happy to give 
feedback and welcome the opportunity to have someone accompany them 
through their experience. Most patients and staff see shadowing as an 
opportunity to improve an experience and they are excited to be a part of 
that process. 
 

8.  What sort of things should I look for when I’m shadowing? 
You are looking for objective and subjective data.  The objective data is the 
who, what, when, and where…who interacts with the patient? For how long? 
Where do they go?  The subjective data is everything the patient and family 
feel –  impressions and reactions.  Does the patient appear stressed or 
worried? Are they relieved or happy with an experience? Feel free to ask 
the patient how a particular interaction made them feel or if there was 
anything they thought could have gone better during their experience. 
 

9.  Is it OK if I have no healthcare/patient care experience? 
Yes.  As a shadower, you will be an observer in a healthcare experience. 
Often, observers with fresh eyes and no preconceptions about the 
experience are the most objective observers.  While you may not know the 
technical terms for what is happening, take notes that describe what is 
going on. Tell the story of the experience. Ask staff members to define 
things for you if there is time.  Notes can always be edited later. 
 
 
 
 



 

10.  Won’t staff act differently because they know they’re being watched? 
It is important to remember that shadowing is most powerful when 
examining a system as a whole and not the performance of an individual. 
So regardless of how well everyone is working (that day or any day), the 
errors in the process will still stand out. 
 

11.  How many times do you need to shadow an experience? /  
How many patients do you need to shadow? /  
How do you know when you’re “done” shadowing? 

There is no set number of times or patients that you need to shadow.  What 
you will find after shadowing a few times, is that themes, or patterns, start 
to become clear.  After the first few times you shadow a particular 
experience, you will notice the common strengths or weaknesses in the 
processes and people that make up the experience.  When you feel that 
you’ve shadowed so many times you are not noticing anything “new,” you 
may want to take a break from shadowing, look at your shadowing reports, 
and decide what you will do with the feedback. 


