
From Star Ratings 

to The Piedmont Way 

Bringing Consumer Experience to Life at Piedmont 

The Leadership Institute 
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Hey, I’m Matt 



Unethical 





PRICE 

PRODUCT PROMOTION 

PLACE 

The 4 P’s 





Conflicted 

 

 

 



Consumerism  



Consumerism  



Dig into behavior 



 

 

 

 

Doodler 

 







One bigger idea 



*all within last twelve months 

** numbers may change once procedure codes are updated, only includes employed physicians 

• 83% of non-ED admissions have PHC PCP 

relationship (internal data) 

 
• 89% of Piedmont patients said they visited the 

specialist referred by their PCP (VisionCritical) 

 
• 89% of patients said they visited the specialist 

referred by their PCP (custom research/CMG) 

 
• 77% of Southern Vein Care visits had a PHC  

PCP visit (51% within 60 days) (internal data) 

 
• 68% of cancer visits had a PHC PCP visit 

(internal data)** 

 
• 72% of gen cardio visits had a PHC PCP visit 

(internal data)* 

Low Acuity 

High  

Acuity 

Most patients enter our system through the top of the 

funnel and stay within the funnel 

A
C

U
IT

Y
 /

 #
 O

F
 P

A
T

IE
N

T
S

 



 

 

Focus on  
customer needs 



 

 

Use Data 



 

 

Find your  
differentiator 



Low Acuity 

High  

Acuity 
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focus on 

consumers 

when they are 

actually acting like 

consumers 



 

 

where they treat 

healthcare 

like fast food instead of 

fine dining 
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The Consumer and Patient Journey 
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Approach every interaction, short or extended, digital or in-person, 

with the goal of making the person smile or the moment brighter. 

CREATE 

UPLIFTING 

MOMENTS 

Embrace technology as a supplement and enabler for 

building stronger personal relationships. 
ENRICH WITH 

TECHNOLOGY 

Address patients’ unspoken wishes and pain points that we 

are aware of before they turn into issues for the patient. ANTICIPATE NEEDS 

Take ownership of the patient’s full journey, connecting 

with all providers and staff involved to ensure each 

patient has an easy transition at every step. 
CONNECT THE JOURNEY 

The Piedmont Way Principles 

Start and end every interaction by engaging on a personal level, with 

patients, their family, and other staff members. 
LEAD 

 WITH 

HUMAN 
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The Piedmont Way Principles 

ANTICIPATE NEEDS 

ENRICH WITH 

TECHNOLOGY 

CREATE 

UPLIFTING 

MOMENTS 

LEAD 

 WITH 

HUMAN 

CONNECT THE JOURNEY 

New Hire Trial Period 

Seamless Transitions 

Visually Redesigned Bill  

Handwritten Milestone Notes  

Real-time SMS Notification  

Everyday Healthcare Concierge 

Patient Preference Tracking 

My Piedmont Access App  

Branded Piedmont Language  

Patient  

Portal Optimization 

Online Chat 

Customer 

Service 
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Access: Seamless Transitions 



• Doubled daily online bookings – averaging 30 per day 

 

• 66% of patients identify as NEW to provider 

 

• 99% are Primary Care appointments 

 

• 45% of appointments are physicals 

 

• Appointments have been booked online with 165 different providers 

Access: Seamless Transitions 



Access: Piedmont Now re-launch  

• 9,000 downloads 

 

• 95% use app more than once, 22% using nine or 

more times 

 

• 900 “Save My Spot” taps for QuickCare 

 

• Top wayfinding destinations: Food, ED 



 

 

Thank you! 

 

Questions? 




