
IMPRESSIVE service and patient-
centered care are a matter of 
DESIGN!

They don’t happen by accident…
.

---design of a
TOTAL EXPERIENCE
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New Mindset—EXPERIENCE 
different from PRODUCT

Products are made
Services are delivered

Experiences are staged
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E.g. Birthday Cake
-- the Evolution of VALUE

Type of 
Economy

Produced How? Price

Agricultural Farm ingredients $1

Product Cake mix $3

Service Baskin Robbins $20

Experience Chuck-E-Cheese $150
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New Mindset:  Experience 
different from PRODUCT!

•Products are made

•Services are delivered

•Experiences are staged
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“Service is theater.”

•Requirements for performing  are very 
specific

•Performance is planned
•Depending on our approach, the 

performance is either memorable or 
mundane for the people who experience it.

Joe Pine
The Experience Economy
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Every leader, manager and 
supervisor is an experience 
PRODUCER!
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Leaders

•Build the stage
•Write the scripts
•Cast the roles
•Coach and direct 
•Orchestrate the performance
•And make improvements based on 
customer feedback about their 
experience
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The Question

Are the experiences we’re 
creating compelling and 

memorable for patients and 
families, as well as satisfying 

to our staff?
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