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Hire for Attitude, Train for Skill
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Managing Physicians - The Art of Leading Experts
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Conflict as a Catalyst for Growth
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vulanesulail msnaialssneuialilduanislawan wirenisadeaulinneds
afreanudunusszeze waziauenuAuiaswAgUNsLas IRy

d'd d‘ o [-74 = Vi d' = %4
arsaamnanandmsulsingiuia AsgUengalasna UL
WSIUNIATIUASININY WuAaNAIYaIA1u (721912

5.1 WUFIUNISAAIALSINYIUIA

Healthcare Marketing Fundamentals

NMSAAIALSINETVIALANATNAINASRAIRAUAIN IUBgsTlitud Aty tnsziRgateeny
FUMNLAZTIN 938555UNINMSUNNETIFDIRBUIELD VazREIiU TssneIuIanfes
UsmsdaanIsselainenudsiu

%#an 5P Y29n1snalnlsangiuia

People (AL): WANE WU HAZUARINTINAL ABAILNULUITUATIANRA

Product (N@aaia): USAISNINISUNngniinunin nan1s3nwing wazuszaunisali
Usziiule

Price (511): Anulusalaniusian Package Nudedula liunaiiuass

Place (¥991149): ¥ivanss seuutinesulail Telemedicine wag Website Nga1udne

Promotion (nM3dua3u): Content #liAu3 1Usunsugunw uaz PR fia519aauin
A o
\Wede

v A

AUANENNAIAYAD N15MAIALSINEIUIARB9E519 Trust feu §ihelideusns

o
¥
I !

nInIsuNndindlougedua uasnaulavunugiuvesauyeiuluwnng Yoideauas
15aWeNUTa WAaEATUBNLEIRANKENSIN
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5.2 ﬂ'l'iﬁ%”NLLU'i‘lJﬁIiQWEJ']U'Ia

Hospital Branding & Identity

wusualssneualildualalinieduszdnadans wiRanwsinvesnUseaunsalng
Uheuasdanusud Aaudn1s5uans n1sRausu ANUareInuedanIui lUaudsnanIn
N33

WMC # Brand Promise #19a1au: 15anegU1alanIgnensnIngs usnsseau
a1na guameiiila nnfanssunisnalndesdealsnuaiognsainaus

asAUsznau Brand Identity

Visual Identity: 1aln #@82-v17-n94 waz Design System Ndefiennuitofonas
AINBUGY

Brand Voice: nMmwiiiinlade sugu iWudioan Lulddnwinsunnddudeulaels
o &
Iy

Brand Story: UsgifiuasideiAiunigsiuisnis AMugeivIauednndusazanun

Brand Experience: )n Touch Point Aaum Website, Reception, Ward &4
Discharge

a

Brand Advocate: unnduazwa1uiangiilalusiAnshe Brand Ambassador g

U

5.3 A3NaNsSIAnRYdsSUlsInweIUIa

Digital Marketing for Healthcare

Uaguugtheuinnit 70% Aumdayagunineeaulaunsusnduladenlsiweiuia

U

aa ¢ & X = [ 1 (Y] Y = v 1
AIvaNsNeRRnatelugemimdnlunisineguaslug

YoIN19AINaRan

Website: yndugnalstaya desluansa lintwemsu/singe uaz SEO iR
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Facebook Page: 917815 unA1uaun1n Live fuwnwng 3395U3e

Instagram: NMMWUSIEINIA S0 Auunng Liaamas uag Infographic guaw

v
(%

YouTube: VDO uugiunwng 9unaunissnyi Testimonial g3, Podcast

LINE Official Account: Wanung LAADY AINANTIV LATALAKAINITING

Google My Business: 331 ukufl andaln uaglnsdniinnsne

o U

neyuadIAsyues Digital Marketing laflgnsiinyeamg usAenisidenyaamieiiigi

= 1

asngulmanglaangn uazndn Content NiAMAWOES@NLEND AITITIY 3 YB3
NINanNAeU uaIABEVeELlaNT o

5.4 Content Marketing wazauduguiinisnnuaa

Content Marketing & Thought Leadership

Content Marketing Aan1sasiaiiamininnua liaanus nsauwndaymilvgtae loy
)

q

lailasjsvienss usadranuuntensuazigaaulanmisies

ununazuanil lsengruiatsin’ hinansiunngvaasndsrviy
oe14l5 Areunau 3ale uaz Case Study Nlvidssloviung
91U

Usginn Content mﬁwaé’m%ﬂsewmma

UNANNFUAIN: 91115 N15UBNAU M3 Weulagunndianiznig

VDO: 1u Angel Robot tenunisiau gias Stroke

Infographic: deyaguawagudau wiladre wysine

Patient Story: 5895135 U1eneh (Veauduyaunow)

Doctor Profile: wugiunngdunazyinu aAnutsivsiguazlssaunisal

Live Q&A: LLW‘wéﬁlaUﬁ’lmuQ’waﬂmq Facebook / YouTube

Podcast : TiAu3n19aun1sunng lnsianieun1sguaguan 1w Longevity
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2 o

{81U28N1S AINUIUIS wazsunwndidenviey @mnsailu Thought Leader funs

Y

wWnduarn1susmslssngIuia ’unslisuunay dunwalde wazyaluau
Conference @iazgnsgaunmaneal WMC lagsiy

5.5 Patient Journey tlag Experience Design

Patient Journey & Experience Design

¥
Y [ 1

Patient Journey AgtduNIaNInuaRUdURAAULSINGIUTIA AIULANDUNT ST
Snw Tuaudmdseanainlseneiuia n15eenuuy Journey NavinligUhe3dnuseiiu

U

Tanazndvunldusnise

A23uuU Touch Point NngauazUsulselinvu asunssuvineaulaunazain n1sse
lswnuiuly nsFearsndnau luauds Follow-up %84n155nwn

Patient Journey : 5 szazd1Asy

Y v (=] Ya 4
Awareness (330n): AU Google, U Facebook Post, laguanninau

Consideration (W15a41): 11 Website, g Profile unné, 811337

Decision (fndula): Insiln, Chat a1y, wWisusian Package

Experience (Us¥aun1sal): 415UU3N15, WULNWNE, SUNISIAEN

Loyalty (Augnww): daRnaaenis, wugdiliauidn, 33eaulatl

5.6 1UsunsugUna1991A

International Patient Program

= < v Al 1 a Al % = & 1 A
A75YALTINUNITAUANUIEANR TnaanizUlsyngIueannas Galungund
M&weEs ARINITUINISIANIE wazdnuIniauiuasauasa N13WaIN International

o U

. 1 [~ 1 a 4 1 a v
Patient Program E]EJ'NLU‘L!%'%‘U‘UQ%‘U’JEJLWSJTIEJVLG]E]EJ'NQJUEJ?VIHQJU

asnaUsznau International Patient Program
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NNAIY: AMYIDINSU B9NEE LAZNIBIDURIUAIIUABINIT WIDUAABALIAN

Cultural Sensitivity: 11la¥aIusssu 819115 NEATIN LATAIUABINITALAY

One-Stop Service: UszausuIgn NN NstAUNIS wazauluiifen

Pricing Package: s1a19miau lifianlda1suaunns i Deposit System

Follow-up Online: Telemedicine fian1uainisuasnauiszing

Referral Network: Usga1uaunulsanguialuussimaaunig

ASAS19AMUAUNUSAU Medical Agent way Healthcare Facilitator Tudssinea
nriueannany U UAE, Kuwait, Saudi Arabia uaz Qatar agvedigUeunls)
W&nmaa&haﬁimﬁm uaﬂmﬂﬁmﬂﬁ%’ums%im JCI (Joint Commission
International) Gudusmsgrudigiaesmliauddoy

5.7 SEO uazn1sdnn1sdaidssaoulail

SEO & Online Reputation Management

HUredmlvgisudunisidenlsane1uiasin Google Search n15vi1 SEO (Search

. . . . b4 . a v v Y o ¥ °o v = @ =
Engine Optimization) T4 WeDbsite mﬂauﬂumusluﬂ’lﬂummﬂiy ﬁ]ﬂLﬂuﬂﬂiaﬂVjuVI
AuAlUsEETE17

ANAUNNAIAYNAITAADUAY

Tsanguna + ¥alsA/N155nw0 1K TSINeIUIasNEI Stroke wAIdRIUE'

VOUWNGian1gng 1y 'vineile 9aslsUANd ngaumn'

AM¥199Ng¥/875U: 'best hospital Bangkok Arabic speaking'

Medical Tourism: 'Thailand medical treatment affordable’

TUsuNTNAVAIN: 'MII9gUANL5INEIU1a51A1' 'health check up package'

Online Reputation Management Aen1squanmanuaiuulanseulatogiaiuy
5¥UU MBUF32 Google, Facebook yn3iansuinuazau unlvleymilasunisies
a ) a ¥ v A aa

Sou wagduasuligUlrsnnawelarnga
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= 1 Y] -V ¢ .4
5.8 1A53U18 Referral nazaMudunusnulinng

Referral Network & Physician Relations

wnwnddssio (Referring Physician) iuunasgihedaningnuesdu nsasng
\A39%18 Referral fiudunsenumaiin Issweruraguou wazunwndilulununlng
WAed 9 UI8NABINIINTS N ANIEN NN LS aneUIa

naynsa313 Referral Network lauwa n153n CME (Continuing Medical
Education) dusuunndnteusn n1sas Newsletter 119n15unng n1snou
Consult 53052 wazszuv Referral 9 Seamless vilfunnddssiod@ningiagvos
aulasun1sguasteh

1Usunsu Physician Relations

WMC CME Club: 3nausudvinisnsnnlasuia asremnuduiusiuwnngnisuan
Q

Medical Newsletter: @snnuinisnisunndluivaznsaldnwinninou

Fast Track Referral: $u Consult nelu 24 4alus laflsiunndsouu

L3

Feedback Loop: wdsnan1ssnuinauludaunneg

1 14

Ndera as19anulinga

Annual Physician Dinner: dW‘UE)UF;]mLLWVIET Referral UszanU

5.9 CRM uazn153nengiugnal

CRM & Patient Retention

nsgUelnisinunugandnissneguneiia 5-7 i Aty Customer
Relationship Management (CRM) 3adun1sasuilfqua1egneds

s¥uu CRM #iagaelisiingiheusazauiivseifinissnuegsls astafianiuiiie
lus @lemadnaususmsezlsmuiu waziUieauluundslinduumaunu

n9n558 CRM Muugi
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Happy Birthday Message: @ifa10189nsn5ou Health Check-up Voucher Jutiin

Annual Health Reminder: wd4i@aunsi9gunmusednUniueiguarainuides

Post-Treatment Follow-up: Insaiue1n1s 3 u way 2 dUavinaednniie

Loyalty Program 831: @auuay SUdiuan nsaaaunwnsdmsuannsn

Family Health Package: 1Usunsuauninasaunsa Asgaaunsdiuanldusnis

Chronic Disease Management: guarUi815059W11 LINE / Telemedicine

5.10 Data-Driven Marketing tazn153ana

Data-Driven Marketing & ROl Measurement

nseanNanesInuNala A15a51958uu Dashboard Anmu Marketing KPI 51
dUaninagsiefiow linalsindesnalnulana uwasususudssunaludamnei ROI
gangn

Tayaisnioguad wu Yoyaguas OPD/IPD d1uau Visit usazuuun s18lasne
dUadt Wunsnennsarafrelvisagulanisenatnldusugniiu

Marketing KPI Dashboard findshnay

New Patient Rate: 31uiugirelnsisioifion wengaanianun

Patient Retention Rate: gUasiauiinduangilusau 12 ihau

Online Review Score: azluU Google Reviews, Facebook Rating

Website Traffic: 91u3ugid1vy AMAUNNT uag Conversion Rate

Cost per New Patient (CPP): fuvun1snaiamsaigduiugUaslvg

Revenue per Marketing Baht: shelaniiinainnisasunisaain 1 um

International Patient Growth: dndiugUlsegannuyy

5.11 Mindset n1saatad1usulusnslsaneiuna

unil 5 | nagnsn1snanlsaneIuIa Wi 8



UMM 5: NAENSN1SAAIALIINEIUA WMC Leadership Series

Marketing Mindset for Hospital Executives

\ ] A oA A Y a Yy o . al'
nounazamuluAIalonIaYdeIn1aNIsnaIn Jusmslsmeiuianesd Mindset 9
gNABY INTIENITNAIALTINEIUIANGBUNIINAMAIIWIRSY Tildnslavaiiuase

Quality First o .
AMNINNISSNEINIRoWANS Marketing NavianmesUeaanaInlsaneIuia
meguMnnnvuLasUseule

Patient-Centric
Ananyutheaue nansdeduladmuniseaindesanuin 'gliwlauselevilesls'

Trust Over Hype o .

b4 A U = 1 a a o IS = a A v A
asuAnueliuszezen) Andnlavaiuasissezdu Yedeanidaluetnaznduau
i

Data Informed
Tddoyausznaunisinduls unliduldauidnuay Empathy foe

Long-term Relationship
19a519muduNUSIzazeMAURUIY AsauAdd wazyuyy lulvus Transaction

=
LAY

Differentiate Clearly
1 1 1 o a & 1 a =l < 2/ a a 1
g’JWL’i’]LLGIﬂGI'NEJEJ’NVL’i Masulilannungn Jeaudaanisaunalsaeansasing

AU

5.12 uHUURUANS 90

90-Day Marketing Action Plan

4
U

wLUUANTS 90 Judngliiumsnataiilvunedaaunas ianalaluszesdu

fanssu NAGWSTIAIARIY H3uRnvau

N 1- asvdeunazUsu Website Website Niasuaiuuag 74 IT 4+ Marketing
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naNssy
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H3uRnvau
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61-90

NAaYNSNITNAINLTINIUA

Tsessunanuniw
(Ine/dengu/eusu)

$3A1 Google Business
Profile wag Facebook
Page ’Lﬁ’augszfn

Asua Content
Calendar s1etfau 3
LABULSA

15unan Content My
Calendar a819831t@ue

1WaAq LINE Official

ANSUUARIBLAY
Follow-up

@514 International
Patient Brochure
(EN/AR)

TanauazUsunagnsniu
Jaya Analytics

u
I CME A3ausn 1gy

wnng Referral

Launch TUsunsu
Executive Health
Check-up

SEO Vﬁugqu

Jayansuau LIanlaln
JUNIWEIB9U

Wi Content NUALIU
W3 Assign W5URAYOU

UNAMY 4 Fu/thau VDO
2 Uiy

#U78 Add LINE 11anin
500 518

Brochure wiauuanuwazas
1% Agent Ansaf

Dashboard Marketing
KPI W5au51891u

¢ v 1 1
WNNYLI5IUUINN1 30
U

97u7uU Booking 1Wuau
20%

asduni 5

Marketing Manager

Marketing + wnng

Content Team

IT + Nursing

Marketing + wnng

Marketing + KU3913

Medical Director

Marketing + Wellness
Team

Hospital Marketing: From Brand Building to Sustainable Growth

a v A

NIWUADIS

1
a

UNAUNINMIINETUUAR ArURunS

doansiinsslangudmuney dnswensuazgaudainiauazadauusuaszavainale

U

neyuad5e 5 Usznis leun wils: adrauusuandaeunazaiauenn Touch Point

d09: awuluRIviaunsinafaz Content NilAmAn @1u: W International
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Patient Program aghailluszuu &@: 1dteyalunisindulauaziaua RO uagii:

ShwrgusUieiiunig CRM 1A

Isanegruranalinesnslnuuandiinesd glaenwehazuanlmas usn1snain

Yagliaungalyzims dlenmalasunisguanauuy
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' [ a a
UszaunisalUrsuazanulduadnuusnig

Patient Experience & Service Excellence: Creating Moments That Matter

JUrwliladnuananissnen uadnanuidniifadunasnnisuilsswegiuna 1des
WHIUIATIWARIBAUBIULEU F1508BUVBIIMTUNNABUSTU LazdIAUFANIIRIDY

o U

ddgyuazlasunisguasgauiiaie NuAeunuuives Patient Experience

Tulanfimalulagmsunndimunsgnesinda Tsamerunananswisigunsalszau
Wiy dsnuenisieanaingudslaegnuriasefalssaunisalngiisuazasauniala
$U unilagiauensauAILAnLAZIATEIBlUN1TES IS IRILGITUUSNT LALLM

1 o a o o a o o I 1o v o

glheazandinnamne vsaudeinnii wioelidiuauniugani
o 1 4 Ve

Aavi1 lit13an

o

6.1 vinlu Patient Experience flsd1aay

Why Patient Experience Matters

Patient Experience lilauaisosnnunanela ualinalnensinanaansnienis
wnWnduargsnavedlsaweiuia 9u3deain Harvard Medical School wuingUqed
fiuszaun1salaldnsnsufuRnuAdaunnd (Adherence) 8903199 34% wagna

o U

ANS5NEIANINBENNNY A

g

Wansznuvad Patient Experience

% aa Y aq v & Yy 1 caa o 14 1 o g
ATUAAUN: F‘\!U’JEW]'I'J’J'NSL‘{ILLagﬁ‘U’]EﬂQﬁaﬂ']ia"lﬂ']ivlﬂﬂﬂ?"l LLW‘V]EJ’JUQQEJVL@LLQJUEJ"I‘U‘U

A1UNSRY: Isaneruanan Top Quartile A1 Patient Experience fis1glageningn
1288 50%

audeides: JUieninswelavendewie 9 au Jlhenlinelavendeiis 16 au

AIUYAAINS: annwinaeunlinaaiugUlsvinliyaainsaiilalusiuuag Turnover
anas
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1 4 Ll dl = t 4 1 = 22 b4 1 = 1
aunguune: {Ulenienelatesnda dlenianediedaendnga 4 win

6.2 Service Design Thinking dwsulsiwg1uia

Service Design Thinking in Healthcare

Service Design Thinking Aanseuiun1508nLUUUSAITIAYISNINNANNABINTS
¥4l (Human-Centered Design) Wiuiagaanuuuandanlsang1uiaaznin
i1 MUUDINITUBINNBYNIINYUNBIWIRUIBUALATOUAT

N32UUNTS Service Design 15131015 Empathize vivannudnlaninuidn adny
N wazAUIweUie 91U Define Jgywniuvia3e Ideate wiwwimisudily
Prototype naaad uay Test noutlulyase

wann1s Service Design 5 99

1Y

Y [ Y | al 1% 1
ummﬂmamgﬂ'w: a')ll‘UVlU']VlLUNQU')ﬂiﬂuﬂlﬂi%ﬂiﬁﬂWU'}U']ﬂ walnuInduaunseluu

U

Journey Mapping: utuvn Touch Point asuslnstnaudeiuluiass uesmgadides
Usu

Co-Design Augiae: 13eyiUaeunsinesnuuuu3nis AnuanwiuainUszaunisalased
AMANIN

Prototype 152 nadauis?: agrseliauysal naassluainaianiou uaaIseuFaNKaans

Iananolilles: Annu NPS, CSAT, uway Complaint Rate agsaiiaue

° ° @ a 2/ [
6.3 First Impression !,Lazmﬂw,‘dutaﬁqﬂmausu

First Impression & Reception Excellence

HUredndulainernuaanineaslsineruianiesly 7 Juiusniinniaun anuasenn
WA NAU LEEN kazvinvauRInNfausuaIulNadaAU AN LAY

‘ ‘ Reception Aa Stage vadlsaing1uia 19119IN0USUAD
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Brand Ambassador auusangiUagnwu a1 First

. a Y ¥ <& v
Impression @ guheazlilonialsingruransiisatyinaniay
Tunremias

1115571 Reception Excellence

Greet Malu 30 Fuii: Busasvinmelihennauneunwiazianitgnuesty

= dl Sldll Y = 1 1 1 £ 1
Banve: liveUenie 'Ant' waue agdlduaAnuneay

Eye Contact: aumuaziumimgiheseninennne lidewmtaeneunimes

AIDET Communication: Acknowledge, Introduce, Duration, Explanation,
Thank You

anuInAeN: gamnnliauie aundiun q Lifinduen Uinudzeianwiauusns

Wayfinding daau: Ureimeaesniw (Ine/dinge) ierUled1aui

6.4 n15d0d15729 Empathy

Empathic Communication

P v P < < & o a &
asdeansaisanudlanaswiueniula (Empathy) Wuinwsiunng nenuia uag
yAaINsNNAURBIEN fUlenulsenerutatinuiniaununds Aunva wasauly
wula nsFeasnAvIanAmIuInNNaLazas19aulIgle

sald o

NUIBNUIUNNENFea15a28 Empathy 1a5u Complaint fesninunwndn
Weawyniuadeanslinns 3 wi wazguaeidniawelalunsshuwininndunlinaans
znliouiu

waila Empathic Communication dwsuyaains

Active Listening: Wslaglidn aun winwin Tidyearainsuiaeg

Acknowledge Feelings: 'wuidnlaiigaisauin duduisssniininasy’

Avoid Medical Jargon: wanwigtieidnla esutedies) nsivdeuaudila

unii 6 | UszaunsalfUasuazanudu@adiuuins w4



unil 6: UszaunsalgUasuazanududaauuinis WMC Leadership Series

v 1
6 a o <

Teach-Back Method: valvigUasnag1dsiunmdasuiy iwensiaaauaudila

Non-Verbal Communication: vi919 Udes d1in #a15 93% ve3Ausan

Close the Loop: ajusazaiuinimauezlsdnneuauniswuunng

6.5 N153AN1SLIa150uae Flow diae

Waiting Time Management & Patient Flow

narsellunislullymangiredoassunnigalulsieruiamlan lildanizizes
53821781959 uAlduSee Perceived Waiting Time #9n159AN15AMUAIANTILAY
nMsdedsNinvIvan Perceived Time laninninnisaniaiass

nagnsanaisenAIsian iy

Online Appointment System: 38sinaaulaiarwmii annisselaglidndu

Queue Management: SsUUA289238% LAaLIa158lAgUsEUNIU SMS “3auiinae

Pre-Registration: nsendayassulaunsuun aanavinenansi Reception

1
U a L%

Comfort Zone: 4&IUUN Wi-Fi 13 410U LagNuneaaduleseningss

Proactive Communication: #3839Mtmnunndant wiauimnnawasiia useaa

Fast Track dwsugiheiseau: uen Lane daau lildnsgnuduaeinung

wannsdfsy: JUen3infesse 30 uiiesnulaaningUlense 15 wiilaglidinae
wuAlul Msdearsnlusslanenayuadisy

6.6 Uszaunisalguaelu

Inpatient Experience Excellence

L4 v

duSuUleNneaindnwa Ussaun1salseninaininasonanan1ssnyILagAIung

v

walalaesiu {Uaelulingdniusnzuns 21AN5AIUAN KAZWININAMUAULAY N1TYLA
AR uRNAUNIMINIeLazinla
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u1m5g51u Inpatient Experience 71n7580

. ¥ ) & 4 <
Hourly Rounding: wanuradnnsavadiausyngalus enuisesndnuidudin n1s
AUl Lazean

Bedside Manner: wnwndusasiisauiugias ligunaliagUrsuou

Daily Goals Board: Wautmungnisshwniuluunssanudnasios WigUaeiidiusoy

Noise Reduction: muauidssnslusin Insaniznaisau liven1swarunand

Family Involvement: {alamalinsauasiiidiusiulunisquanassuiaununisine

Discharge Education: @auguisuazasaunsinouasnaIn sn. L3aan15uasniie
%4
Uu

o Yy v = .
6.7 N159ANT5VD5BIL58ULAY Service Recovery

Complaint Management & Service Recovery

FofouFuufovesuiniifirsneulinelisimeualduiuuse lssmenunaiidanis
Complaint l§fezldsuanulindenduauunudiosiiaaiuiianain duisenin
Service Recovery Paradox dsfigauingihsiinetiymuagldiunisudluiiven
WeusinfiswelasnnnigUheiilimeidywias

gns HEART #w3u Service Recovery: Hear (%Uﬁx‘l’f)&l"’lx‘lgl’jxﬂﬁl) Empathize
(wansmudnla) Apologize (volnweoe19asila) Resolve (uAlatayimniiui)
Thank (YoUALA)

s Y vV = l:‘ =
TUUIANTTVBINLIYUNAIFU

#a8Y0999: kuUWesu Online, § Complaint Card, @1waau, QR Code luusiag
WEUA

Response Time dntau: Sunsiuaiely 24 dalue andunisatelu 72 dalug

Escalation Matrix: szydnintamsauluudessieauaszaulu

Root Cause Analysis: Jnsigianvauiasenass dlvuauinuane
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Close the Loop: wisgUaeintaymlasunsuiluegiels Uesiusuian

Monthly Complaint Review: Ussyununiu Complaint yinifou iNaiseusuas
TRTITEN

% o Y
6.8 N13IANAUsSTAUNISAUNUY

Measuring Patient Experience: NPS & Beyond

1 1
a

asninlaredsnusulysld sfesdissuuinma Patient Experience ag19aiaue

¥
Y v

wazwionald 119 Quantitative waz Qualitative ialiiunndaauItezlsvinlan
nazezlsAoINmul

KPI a1u Patient Experience fiuugin

NPS (Net Promoter Score): 'anazuuziinlsangiuialviauidanusely?' 0-10
Azuuw 11 NPS a5d9n1 50

CSAT (Customer Satisfaction Score): Tinzuuuaunanwalaluwsas Touch
Point

CES (Customer Effort Score): igwalnulunisitinsuusnis dedneden

Complaint Rate: 397w Complaint siegtae 1,000 518 sadhaannlasuna

Response Time: nanaaslunisnavausisia Complaint

Return Patient Rate: gUasfindusilgusnisgilu 12 e vandemnunsnelassey
8717

A15d1529A5VIUInaalguSn1S (Real-time Feedback) #1u Tablet #

U

Reception #58 SMS aelu 24 Filusndiesnainlseneruia iweliladeyandsan
Tuminazusiug

6.9 Luxury Healthcare uazn1sguaiuae VIP

Luxury Healthcare & VIP Patient Care
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a 4

WMC finguiiie Premium a3 lneuazminauifinfeanisusnsseaugas n1s
= 1

Waiu1 Luxury Healthcare Program lulavunefisumiesiinarsau uafanis
USN159 anticipate AMuABINIINOUNKUIBILVD

wwAn Luxury Healthcare lausstiumalaainlsausy 5 a1 Aenistwusansh

Personalized snuA1u@a9n1stanizvadnsazau lalyusnisuuu One-size-fits-
all

asAUsznau Luxury Healthcare

Personal Coordinator: §Uae VIP 3 Case Manager gualaniznasnn1ssne

VIP Lounge: #iadasadqusii dormisinsesnuuazgunsaldeansasuasu

Preferred Scheduling: i@ennaninlanusesnis lddessetinuiu

[ a

Concierge Service: ¥28Usga1U NN NISIAUNIT LAZAIUABINITAIURAD

Premium Room: viesingUheluszau Suite dnundmsunsaunsuag Privacy g4

Direct Physician Access: nsmunnglalnanse lifesniunaretunau

6.10 Uszaun1salUausneyi

International Patient Experience

HU2869975 Tneanizainegiusennans dausesnisewiziuanansaingtielng
MIAUTWUSITU ANEUT 8115 wazFULUUNISERENS 1RaatnlanasinIeunson
soefuaumatnuaneilegnaluszuy

Cultural Competence #5udiaenziusannany

Mw: anunwramsunseuliusnisnasn lultua App uwlan1uwn

o [

AEWT: Ianundmsuazunin 91115 Halal nndle wnlaises Ramadan

4 [ 24

AsEUASI: sBY5URRuaatuAunsaNiu Isineutany uesnnatsndungy

Privacy: {U8%40196 89N 15UNVERATNITUIAREIANNU

Communication Style: findulalasaseunss lilvgtheauies dasdeaisiuny
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ASBUAS)

Documentation: IM38UL9NANTANEIDINSUAINSUNITAINTULNNIAUNI

]
S =l

YU %5991

v q

wanINl MsHAIYsTaUNSdMSUR U8 v IADY 1L 417U

[ a 1y

nziunn Ineil Resource Ngandune Lifasniniuwend msuunazdayuii wad

o

lUslnpeantaudmsunsasngy

6.11 Digital Patient Experience

Digital Patient Experience

Uszaunisalnaviananeiludiudifgyues Patient Journey aausinsaunItaya
saulau nstanune lautanissunansiauas Telemedicine #&awanaIn SW. Go9
awmululszaunisalfdnansusunazldanuding

Digital Touchpoints NfaINMUI

WMC App / Portal: 9041in guans3a Sugn Chat fuweiuia 915eku luiifien

LINE Integration: ssuutinning udafau uag Follow-up Wiu LINE OA

Online Consultation: wwnglirusnwniu Video Call dmsugUaadadaninuay
fneUseine

Digital Discharge Summary: dswjun1ssnwuaziinfnniueiiu Email viuniioen
270 TN,

Remote Monitoring: gunsal IoT fnnudayeyrauingUaeniviu wu §Uae Chronic
Disease

Al Chatbot: naumn1unugIu 24/7 aan1se Call Center WagliNiANAZAIN

6.12 Mindset n15a3199RIUSSSUUSNS

Building a Service Culture Mindset
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Tousssuusnrsndululaiinainn1sHnausuASIAYD LALARAINATISNRLILAAITI

U
Y

Wiunndu gerunentsivganeiugUae weruialiduundielagliselien wazidn

4 dldlﬂlﬁ Y S [ o’d‘d 1Y
Vi‘LI’l‘VW]gﬁﬂ’HGI'JL’e]x‘]llﬁ'J‘L!ﬁi’](iUi%ﬁ‘Uﬂ’l'imVIﬂLLﬂQ‘U’JEJ

Service is Everyone's Job
Usmi”l,u”lfzmmmwun Customer Service wiifu meuwmmawnﬂu‘lu‘m

AN Gl\'l LALNNE DN TN UINAUEZ DR

Empathy First
AauazuAUgymidessuilanazidnlannuidnneu gUiedaenisidningnsua luly
uAlasuAneau

Anticipate, Don't Wait
‘U'iﬂ’]’i’iuﬂ‘uLaﬁﬂ’e]ﬂ’]'ii’)’]N‘lJ’JEJG]ENﬂ']‘SE]uVL’iﬂ’e]L!‘VlL‘U'H)UGIEN‘UEJ TufeAnnuuAnaig

ﬁu‘i/i'nxiﬂtl,aul,tlﬁluﬂaﬂ

Recover Gracefully
ﬂ’J’]SJNﬂWﬁ']ﬂLﬂWquLﬂLﬁME] mmmﬂmmmmswmmauaummauu Service

Recovery finasuauldwelalfiduausngla

Celebrate Service Stars
EJﬂEJ’eNUﬂa']ﬂi‘VII‘VIU'iﬂ’liEJ’e)G]LEJEJ&JE]EJ'NEI&I']L?!N@ Wi]@]ﬂ’i’iil‘l/lvlﬂ’iUﬂ’]iEJmﬁUﬁ]uﬂﬂ

VI’]SU']

Learn from Every Patient
vn Complaint, 37, uag Feedback ﬂaﬁuauaum Isawmmamsausmﬂaisa

WEJ’]U']GV]LG]‘UIGIL’S'J

6.13 LHUUHURANS 90 U

90-Day Service Excellence Action Plan

1
U

a wa % dl % ¢ Y |4 % = dl IS
LLNuUJ‘]Uﬁﬂ'ﬁ 90 ?uLW@ﬂﬂigﬂUﬂigﬁUﬂﬂimEﬂU'wLLaSﬁiﬂﬂ’JWUﬁiSNUiﬂ’ﬁﬂﬂﬂﬂu
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naNssy

/ o L
AAANINAINKIN

H3uRnvau

Jun 1-
30

Jui 1-
30

Jun 1-
30

Suit
31-60

Jun
31-60

Suit
31-60

Suit
61-90

Suit
61-90

Jun
61-90

8UsU Service
Excellence nuniuiy

Wanue 1wy AIDET wag
Empathic
Communication

fAnRaszuu Real-time
Feedback (Tablet) 7
Reception wagnisaanin
A

finnum Service
Standard d@wsuusiay
uwun Weudy Playbook

1Un Pilot VIP
Coordinator Program

dwmsuuaeniden
Package Premium
amms Complaint
Response Team w3au
SLA fnLau

USuugenunselazain
auny: Wi-Fi 152 1ay
AUASIUN Unedniau

AA512% NPS 578WaUN %N
AUUILAZYIASBU I
USuuye Q3

Was? WMC Service
Star Program #ngad
YAAINTUSMSALAUNNLADU

Review wazuiu
Complaint Playbook

nnsamnaduluy 60 Yu
Wsn

YAaIns 100% wus
ausu wiay Certification

\iu Feedback l@viud 1

%18 Response Rate
30%+

Playbook AsunLANuUn
b4 ¥
wiauldau

§Uae VIP 165y Case
Manager an1e NPS
NN

Complaint yalulasuns
mavauaIn1ely 24 vu.

Satisfaction Score a1u
ANNKINADULNUTU

NPS Dashboard wieuls
Nnuaundidmunedniau

YPans Engagement g4
Yu fiusegalalunisuins

Playbook # Refined uag
wou Scale 11909ANS

asuuni 6

HR + Training
Department

IT + Customer Service

Head of Each BU

Patient Relations

Customer Service

Manager

Facility + Marketing

CEO + Patient
Experience Team

HR + CEO

Customer Service + All
BU
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Service Excellence: From Transactions to Transformations

anududanuuinisisuduaninusssuvetssans Wldngszileunse Checklist

Wennaululsiweruiadilaidueslidiudelunisadrsuszaunisamaungloe
wanwzAuIsvinliRTulaglidasserd

szadAulaUTaun1ansudsiueg19digu Lns1zAuYIaINIsnaRnIASliouaY
walulagle usaendmusssuasnslula

o Il 1 @ a { o
Service Excellence lladuatgns usidun1siaun19nsaeii
nnIu ang uasyadjduniusnugie

ORGREF é’waa References

51811591994

1 Beryl Institute. (2023). The State of Patient Experience: Benchmarks and
Best Practices. Beryl Institute Press.

2 Studer, Q. (2022). Hardwiring Excellence: Purpose, Worthwhile Work,
Making a Difference. Fire Starter Publishing.

3 Wolf, J.A. (2017). Patient Experience: The New Heart of Healthcare
Leadership. Frontiers of Health Services Management.

4 Press Ganey Associates. (2024). Healthcare Consumer Insights. Press
Ganey.

5 Planetree International. (2023). Person-Centered Care Framework.
Planetree.

6 HCAHPS. (2024). Hospital Consumer Assessment of Healthcare Providers
and Systems Survey. CMS.

7 Reichheld, F. (2003). The One Number You Need to Grow (NPS). Harvard
Business Review.

8 Lown, B.A. (2011). Compassionate Care: Can It Be Defined and Measured?
Academic Medicine.

9  Joint Commission. (2023). Improving Patient and Worker Safety. The Joint
Commission.

unii 6 | UszaunsalfUasuazanudu@adiuuins i 12



unil 6: UszaunsalgUasuazanududaauuinis WMC Leadership Series

A1 519015914994

U

10 Kenagy, J. & Berwick, D. (1999). Service Quality in Health Care. JAMA,
281(7), 661-665.

unii 6 | UszaunsalfUasuazanudu@adiuuins " 13



