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What needs to happen in
order for your expectations

 to be me?













Exceeding expectations = stories

a content patient

memorable moments = stories



Any moment that an 
organisation interacts with a 

customer 

or potential customer at any 
time







Research Booking Confirmation Check in



Virgin Atlantic business class
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GoogleBonus

Finishing 
on time

New 
patients Sick

days

Percentage of treatment accepted vs presented 

Profit

Turnover

No of 24 hour 
cancellations

Daily 
production

Examination 
recalls

Complaints
Hygiene 
recalls

Number 
of FTA’s







There’s no such 
thing as failure

it’s simply feedback



Mike Maples Jr.







Research Booking Confirmation Check in Lounge

BoardingSafety Demo
Captain’s 

announcement Pre-flightTake-off

In-flight Passport

control How did we do? TurbulenceDisembark







Attract Initial enquiry Reminder First visit Lounge

EscortedCheck in
Treatment 

presentation Co-PilotLocal

Treatment Reception TLC + 3R’s ComplaintsCheckout
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