
The Future of Healthcare
The Past Does Not Predict the Future

















































Press Ganey Assoc: 139,380 former patients from 225 hospitals:

NONE of THE top 15 factors 
determining  Patient  
Satisfaction  referred to 
patient’s health outcome
Source: Putting Patients First, Susan Frampton, Laura Gilpin, Patrick Charmel









The Value of Convenience 
• 70% of customers would pay more if they knew the experience would be convenient

• 75% would switch companies if they found out a competitor was more convenient to 
do business with

• 68% say a convenient customer experience alone will make them return to a brand 
or company

• 80% are likely to recommend a brand or company to friends and family if it provides 
a convenient customer service experience

Source: Achieving Customer Amazement by Shep Hyken









“We use no sales agency or middlemen, but prefer to 
deal directly with each group so that all group 
hospitalization fees paid may be used only for 
hospital care of members and not for any personal 
profit.”

-Justin Ford Kimball



Closing Video

• https://www.youtube.com/watch?v=oZcyOrNLlho

https://www.youtube.com/watch?v=oZcyOrNLlho
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