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Lisa Duran

Transforming Hearts 
and Minds to Create 
Wow Experiences
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Awareness Test
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Our teams knew how to, they didn’t want to
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It’s ok to be off task
To be ON PURPOSE
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Inspiring hope.
Building beautiful 
families.

OUR PURPOSE
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Every Position 
Impacts the 
Patient 
Experience 
and is equally 
important in 
the journey

•Patient Facilitator/Call
•Check in/Concierge
•Medical Assistant
•Ultrasonographer
•Nurse
•Doctor
•Lab
•Admin
•Financial Advocate

•First Impression
•First Friendly Face
•First Point of Touch
•Hope 
•Closest Relationship
•Expert
•Where the Magic Happens
•Steers the Ship
•Ease the Financial Burden

Know Their Impact
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How are we making our patient feel?
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Initial Consult
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Initial Consult



PAGE 16

2400 Invitations Sent with 888 Responses35% 

Opt Out0%

Retention from Detractors/100% Closed within 
24 Hours89%

Response Rate of Web Survey8%

Four Clinics Four Weeks
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Now They Want To

• Create Your Purpose Statement 
• Communicate Achievement of the Purpose
• Reinforce Their Unique Impact
• Turn the Purpose Into an Action
• Team to Create Their Promise to Each Other
• Measure How You Are Making Your Patients/Guests 

Feel/Real Time
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