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THE NEW STANDARD

=~ isn'ta LUXURY

=
N3 /i*’;\ ». It's what Everyone Now Expects !

—3
One hospital reached it.
Swipe to see how.




A’{;,) GREAT Medicine. POOR Experience. BIG PROBLEM \|

One of the region’s most advanced hospitals.

State-of-the-art technology.

& Top doctors. %
5 Advanced treatments.

<2 Clinical outcomes

€ Patient loyalty dropped.
€ Word of mouth stalled.
€ Growth hit a wall.

WHY?
Because Clinical Excellence didn’t translate to Patient Experience.




j{;;’ WHY Patients Didn’t Come Back? N

21

‘I didn’t know what was
happening or when. | felt lost.

)

Actual Patient Feedback

Patients Felt Lost
Unclear. Unseen. Uninformed.

Endless Waits
Just silence, uncertainty, and stress.

Staff Burnout
Overloaded. Rushed. Disconnected.

Complaints Rising
Patients expected more. They felt less.
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& WHAT We Discovered? NI

/ € Unseen
They remembered how it made them feel: |
. @ Unheard

\, © Unsure

Patients didn’t remember the treatment.

It wasn't a CLINICAL FAILURE.

It was an EXPERIENCE FAILURE.

Every COMPLAINT TRACED BACK
to one thing.

Missing Human Connection.
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"HOW the Patient Experience Was Rewired? \J

CXM re-engineered the entire experience.

€ Training alone don’t change culture.
€3 Technology alone doesn't fix trust.

{4 End-to-end operational reset across people, systems & mindset.

What Changed Across the Journey?

—

BURNOUT GENERIC

FUNCTIONA

{4 Patients {4 Patients Knew 2 Teams Cared Like #4 Care Felt {4 Experiences
Felt Human What to Expect It Was Personal Designed "For Me That Matter




" The FRAMEWORK That Made It Possible AY

A full System Transformation.
Powered by our CXM'’s Patient-First Healthcare™ Framework, we
redefined how care is delivered, coordinated, and experienced end to end.

Hospitality-Driven Patient
Experience Model™

Transformation Blueprint™
CXM'’S
Patient-First Healthcare™

Framework

Zero-Wait Healthcare™

Seamless Patient Care
Orchestration™
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>
() TheRESULT N

5 Star Patient Experience™

Today’s Customers Expect 5-Star Treatment Everywhere. Even at the hospital.
This hospital raised the bar and the results followed.

e
e 3X ©) +Trust
18% STAFF 379, PATIENT
ENGAGEMENT CONFIDENCE
COMPLAINTS N WAITING
o ax
LV F 3

Real Transformation. Measured. Felt. Delivered.

Patients felt SEEN.

¢ No more guessing. They
finally felt acknowledged.

Patients felt VALUED.

© Every touchpoint felt
personal, not procedural.

Patients felt SAFE.

) The chaos was replaced with
calm and clarity.
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((Q)) Cross-industry WAKEUP CALL \J

The 5-Star Benchmark Isn’t Industry-Specific. It’'s Human-Specific.
Healthcare. Tech. Aviation. Retail. etc

If your business touches people, you're already being measured by the
best experience they’ve ever had.

EXPERIENCE is the New ROI.

Feelings = Loyalty
Flow = Profit
Trust = Growth.

© 2024 CXM. All rights reserved.




Curious how this translates to your industry?

| et’s talk
about your
5-Star Potential.

Message us. Let’'s map it.
ConsultCXM.com
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