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GET READY TO
Unleash your
INNNER SUPERHERO
And transform the
CLIENT EXPERIENCE!
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Why do customers leave a company?
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5 Key Points in an Over-
the-Top Customer 
Experience
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Superhuman Empathy: 
The Power of 

Understanding
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Superhuman Empathy: The Power 
of Understanding

• Truly understanding your clients' needs and 
desires.

• Creating a deep sense of connection that will 
make them feel seen, heard, and valued. 

• Anticipate their needs
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Empathy Mapping Exercise

W H AT  I S  T H E  PAT I E N T  F E E L I N G ?
(e.g. anxiety, fear, or frustration)

Purpose: Understand patients' emotions, concerns, and expectations during their 
visit to the practice.

W H AT  I S  T H E  PAT I E N T  S AY I N G ?
(e.g. complaints, concerns, or compliments)

W H AT  I S  T H E  PAT I E N T  N E E D I N G?
(e.g. reassurance, clear directions, or quick treatment)
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3 Question Exercise



Empathy Mapping Exercise

Reflect on interactions with patients at the end 
of each shift and identify ways to better meet 
patient needs.
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Outputs: Improved empathy and communication with 
patients, fostering stronger relationships.



The X-Ray Vision of 
Personalization
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The X-Ray Vision of Personalization

Creating tailored experiences that speak directly to each 
client's unique needs and preferences.

See beyond the surface level and deliver customized 
solutions
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Listen to what they
DON’T SAY!!
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The Super Speed of 
Responsiveness
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The Super Speed of Responsiveness

Respond to clients:
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• at lightning-fast speed 
• setting a new standard for customer service. 
• by being responsive



The Super Speed of Responsiveness
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Learn to respond at the 
Speed of Efficiency
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The Power of Surprise 
and Delight
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The Power of Surprise and 
Delight

• Creating unexpected moments of joy and wonder. 
• Learn how to anticipate and exceed client expectations
• Offer 2nd Mile Service!
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Raving Fans
Come more often
Spend more money
Tell more people



What is one thing that 
could be done “extra” and 
“unexpected” for a patient 

next week?
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The Kryptonite of 
Proactive Problem-

Solving
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The Kryptonite of Proactive 
Problem-Solving

Learn how to anticipate and prevent problems before 
they arise. 

Train your brain to be solution-focused

Turn potential obstacles into opportunities
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Spend 5 minutes at the 
end of the day to 

“Think Like a Patient”
What was confusing?

What was frustrating?

What was missing?
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A mistake that keeps 
being repeated is not a 
mistake, it’s a choice.
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