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How do we TRANSFORM the Busmsss Rersacrive
FUTURE of Team and World T
Influence for today & tomorrow e

By how we
care for
and

treat
each other.
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A Caring Team Experience

Step 1 Towards a
Great Patient Experience




RACT SURGERY

A Caring Team Experier?é
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If we love and care for each other, we
will create an environment where
patients feel loved and cared for

Vance
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The Patient Comes Second
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FIRST DO NO HARM
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The Patient Comes Second

Culturally
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The Experz’ence
Economy

Work Is Theatre €&
Every Business a Stage

B. JOSEPFH PINE 1]
JAMES HI!IGILMORE
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SERVICE Fans

A Revolutionary Approach
to Customer Service

Ken Blanchard
Sheldon Bowles

Foreword by Harvey Mackay



Why Certain Experiences Have Extraordinary Impact

CHIP HEATH & DAN HEATH

The bestselling authors of SWITCH and MADE TC STICK

Oweribhrow Convealianal Busingss,
fnmzprre Employeeas, sad Chayage ihe World

fAE

CUSTOMER
SERVICE

JOHN R.DIpEBLIUS 111
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Secret Service Book Club!

Today
iPhone joined as a guest

lens left

jess.schroeder 4:06 PM

Having some issues. We are getting a
new computer. Sorry!

Messages addressed to "Meeting Group Chat" will also appear
in the meeting group chat in Team Chat

Amy Joy joined as a guest
jess.schroeder left
lens joined as a guest
Julie O joined as a guest

Katherine Peters joined as a guest

Thank you for taking the time to talk
to us! | appreciate you sharing your
experience. This is the most an
employer has ever invested in me.
VTV is the best! Thank you for
creating such an awesome place to
work!

g. Who can see your messages? Recording On

To: m (Direct Message)

Type message here...







The VTV
Experience




Improving the Customer Experience
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Improving the Customer Experience

* You need to know what your customer values

* You need to know what your customer expects



Improving the Customer Experience

* You need to know what your customer values
Motivator

* You need to know what your customer expects



Improving the Customer Experience

* You need to know what your customer values
Motivator

* You need to know what your customer expects

Hygiene Factor




Improving the Customer Experience

Hygiene Factors Motivators




Improving the Customer Experience

Hygiene Factors

* Technology
* Talent

* Experience



Improving the Customer Experience

Hygiene Factors Motivators
* How | made them see

* Technology
* Talent * How your staff treats them

* Experience * How you treat them
 Patient call backs by surgeon

* Thank you notes

How you made them
feel



(&) ASCRS

BUSINESS of REFRACTIVE

CATARACT SURGERY
SUMMIT

8 ® 8 & 8 & 8 & 8 0 8 9 8 58 B S T 8 S S S8 S S S 0SS S S S S E eSS S S S e S eSS PSS e RO S SS0 e eSS eSS B 8 e e SO 0SS eSS S E 0 eSS eSS eSS E e eSS eS8 S D e e e







(&) ASCRS

BUSINESS of REFRACTIVE

CATARACT SURGERY
SUMMIT

Environment










amethi
a0 xis S g NG thas dea
o \_CNEEEI amIJP and "'f?j,.

; 3 Q,'f'?'? ' &y Q'f-"'_
oo (& Q-"I,b "';IF_,"
2 g',_:s SSQ
o o .

\}:} o}@fé.

)

&
,
%,

“Secret service is not something you do; it is
something that is in you. It is something that is
in all areas of your life: your customers,

employees, family, and neighbors.”

John Dilulius
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heolth Life, But Better Fitness Food Sleep Mindfulness Relationships

dife Bt

Relationships

Bring the 'dad jokes,' we need 'em.

By David G. Allan, CNN
(® Updated 6:52 PM ET, Fri June 18, 2021




Six year olds

laugh an average of

300 times a day.

Adults only laugh
15-100 times a day.

Be six again.
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What a year this
week has been.
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Vance Thompson Viskon
Clinic New Patient Satisfaction Survey Responses

Tracking Data

PR e il I o o e i~ ] B s

Drs. Thompson, Walln, and Rassmussen T [ T s m 08 07 | 10.0

Drn. Berdahl, Scivsner. and bhach 14 a1 e (A | G4 [ 1] 3
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What did Dr. Thompson's Team do weil? How could Dr. Thompson's Team do better?

Did not feel rrushed or pushed. | E is VERY pleasant! Loved the | waited an hour because the front desk gal didn't push a button on
, all the extras music etc. went well E!m m«mmmm% gave me a gift card for the
|wvmmﬁmw ven wail. there is a way to check the hnm

we saw people, we never had to wait . | Felt welcome back? |to many forms finance | so far | | can even of

wcmmhmtﬂmmmm personable. And| |anything because it all went so | None °) | Give out the WAFI
lmwgmhhmmm card for me on my password right away at check-in - this is silly, but as | was in
birthday!! I We were 50 impressed mmﬁ\mﬂ MMMIBWH:}mm |
is MﬂWhli of Just wm | no needed | it was
god. | | NG | Doctors and staff were great! | way in the waiting room - shades would be great!
m|mﬂmwmmmmm|m
everyone cared
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INNOVATORS

Employees, Not Consultants or Executives,
Are Your Best Innovators

Hungry for the fresh ideas that come from a collaborative, team-driven approach to innovation? Youre ready for an EDIT.

Entrepreneur

Feb 5, 2018
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yn Vision
Copay $40.00

MRN #:6101033570 Appt Type: Possible Yag
Date/Time 1/29/2015 8:30:00AM
Provider Schweitzer OD, Justin A
Referring Doctor Sietstra

POS
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UNDERSTANDING BUSINESS of REFRACTIVE
THE PATIENT EXPERIENCE CYCLE CHE 208 SURGER
Calling
Extending Pre-Visit
Departing Greeting
Coordinating Testing
Consulting

B e
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Avocations

Things you Seen as
Find Work by
Interesting Others
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What the Patient is “Hearing”:

They don’t care about me




BUILDING STRONGER

CUSTOMER CONNECTIONS

IN THE DIGITAL AGE

JOHN R.
L11s 1
















(¢) ASCRS

BUSINESS of REFRACTIVE
CATARACT SURGERY

What do people want?

* They want to matter
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What do people want?

* Feel cared about
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A Caring Team Culture....consistently and constantly

* Right
* Joy
* Fun

And it is good business
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