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Defining Quality: Our View
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Defining Quality: Customer’s View

Treated well?

Clean office? Trustworthy?

Well

ice?
Doctor nice? Organized?

Did they say thank you?

Merging of Two Different Worlds

Treating Patients

RETAIL

Serving Customers
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Procedure Key Benefit Typical Pricing
LASIK See better $4,000 - $5,000
Premium 10L See better $4,000 - $10,000
Breast Aug Look better $5,000 and up

Smile Makeover Smile better $20,000 and up

Laser Hair Removal |Look better $2,500 and up

Hair Restoration Look better $12,000 and up
f;g:;%s()m"ar Sleep better $2,000 — $3,000
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Progression of Economic Value

BusinessWeek 3

Experiences | Experience Economy GRS BTy » e oo TIOe 1 0 P0R
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Experiences

Which Airline Do You
Aspire to Be?

Services

Goods (‘b

Maxwel
House

Commodities

Economic Value (price per cup)

4¢ 10¢ $1.50 $4.00

Stages of Experience What is the single biggest reason
9 P companies lose customers?
Attractin
d A. Dissatisfaction with the product 14%
B. Attitude of indifference by an employee @
During C. Competitor lured them away
9%
D. Friend convinced them to switch
8%
Extending
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Is She Answering Your Telephone?

National survey of
medical patients:

“...only 38% of patients
agreed their Doctors’ front-
office team was courteous”
- USA Today, October 3, 2005 i 3
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My name is Spencer
I'm the General Manager at this Pret Shop.
My team and I meet every morning.

We discuss the comments you've made, the good, the bad
and the ugly. If we can deal with it ourselves, we will,
1f we can’t, I'll forward this card to Julian Metcalfe back
at the office. I know he'll do what he can,

If you have a minute, please do ask to speak to me
or one of my team right now.
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Sharp HealthCare’s Signature Moment
Thank You Notes to Patients at Home

2007 SAN FRANCISCO
BAY AREA RESTAURANTS
TOP FOOD
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Dining Doctors

arrist| - Food * Trust

: - Décor - Communication
« Service = Availability
= Cost = Office

environment
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Sensory Assessment

@ Look for specific details,

Listen for every sound.

Touch what is inviting.

Ak yoursell:
What sense of taste is evoked!

Observe behavior
{of workers and eustomers).
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The Customer Experience - CURRENT

Initial | | Office Visit
Phone | | and

Contact Consult
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The Customer Experience - DESIRED

Initial | | Office Visit
Phone | | and

Contact Consult
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Delight the customer...at every step in the process!
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The Cycle of Great Customer Experience

REMARKABLE
experience

More Enhanced
procedures word-of-mouth

Increased referrals
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“With companies increasingly
selling similar products, CEOs
said the quality of customer
service was often the only
differentiator.”

- NYSE CEO Survey, August 2007

\* * 240 CEOs
THE THIRD ANNUAL NYSE CED SURVEY REWEALS HOW THE

1 * 24 Countries
'WORLD'S MOST INFLUENTIAL COMPANIE S ARE SLICCEEDING BY
PLAGING CUSTOMERS FIRST. . 20 |ndustr|es
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What business are you in?

“The People Business”

“The Entertainment

FOODS Business”

M A R K E T

“Consumer Electronics
and Music Retailing”
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What business are you in?
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* Image enhancement
* Self esteem

1° Performance
Convenience
“Transformation”

“Restoration” ...
SMco

THANK YOU

More Resources: ’www.SMZconsuIting.com

« Over 60 articles on marketing for doctors/staff
« “ldeas in Action” E-mail Newsletter
= Recommended reading list

The site is geared towards helping surgeons
deliver a better customer experience.
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