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What do you think?

Is there any way Carroll's song could have cost United $180 million? 

What kind of damage did it do to United's brand? 
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"Your most unhappy customers are 
your greatest source of learning.”

Bill Gates, Microsoft
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Who are our customers?Who are our customers?

Resident
Families 
Employees
Prospective residents and their families
Volunteers
Referral Sources
Vendors
Anyone who walks through the door
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Whose perspective?Whose perspective?

What is most important to our main customers when 
measuring satisfaction?

Residents Families
Quality of life (31%) Services provided (65%)
Services provided (20%) Staff (18%)
Meals (19%) Meals (10%)
Socialization (12%)
Staff (9%)

*Statistic provided by ProMatura
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How do we know if our customers are satisfied?How do we know if our customers are satisfied?

Conduct satisfaction surveys:
* Move-in Survey
* Lost Lead Survey 
* Overall Satisfaction Survey 
* Move-out Survey 
* Drill-down Survey  
* Referral Source Survey

Minimum of 1x per year / Maximum of 4x per year

Method and timing depends on:
* Customer characteristics
* Time / Availability
* Cost the organization is willing to spend
* Layers of information the company wishes 

to maintain
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Steps in designing customer 
satisfaction surveys
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1.  Decide the objective of the survey 
2.  Determine who should complete the survey 
3.  Develop the survey 
4.  Administer Survey 
5.  Analyze Results
6.  Communicate Results 
7.  Set goals and plans for improvement/follow-up
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Benefits of measuring 
customer satisfaction

with positive outcomes

Benefits of measuring 
customer satisfaction

with positive outcomes
POSITIVE WORD OF MOUTH

CUSTOMERS WILL REFER MORE 
FREQUENTLY 

LESS LIKELY TO BE LOST TO COMPETITORS

INSULATED FROM PRICE COMPETITION 

POSITIVE ENVIRONMENT FOR 
INTERNAL/EXTERNAL CUSTOMERS
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Believe the customers
Make it easy for them to provide feedback
Use the feedback to make plans for change
Focus on continual improvement 
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10 things you can do to improve 
customer satisfaction now

10 things you can do to improve 
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1. Know who the “real” boss is
2. Be a good listener 
3. Identify and anticipate needs
4. Make them feel important
5. Help customers understand your systems
6. Appreciate the power of “YES”
7. Know how to apologize
8. Give more than expected - WOW factor
9. Get regular feedback beyond formal surveys
10. Remember the key to true satisfaction is making 

your “internal” customers happy
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Thank You!!

Edie Empirio
Eempirio@cslal.com
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