
Hospitals Aren’t Hotels, 
Airlines or Restaurants, 
But Maybe They Should 

Think Like One

Seth Jeremy Katz Presents:



What Makes Something An 
Unbelievable Experience?



Amazon Prime

Starbucks 
Rewards

Casino 
Points

CVS 
Coupons

Fast 
Food 
Apps

Airline 
Miles
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Healthcare’s Weird Obsession With Hiding Things

Pre-Meaningful Use

Paper chart that was 
held at arms length 
from the patient

Patient Portal Era Begins

Hospitals weary of 
providing easy 
access; add delays 
and limits to what 
posts

Price Transparency

Flat out refusal to 
post charge and 
payment 
information; obscure 
files that are too 
large to read/use



Why Aren’t We Looked At As Customers?





Take a Page From Airlines



Customer Focus Pays Off, Time & Time Again



Southwest’s Pivot: Lessons for Healthcare
• Southwest is dismantling signature perks (free bags, open seating) while adding assigned 

seating, premium upgrades, and fare tiers.

• Goal: unlock new revenue, segment customers, and modernize the model.

• Risk: profits have dropped, customer backlash and trust erosion have begun.

• Healthcare takeaway: when adding premium services or stricter billing models, weigh 
revenue gains against patient trust and brand reputation.

• If adding premium features in healthcare, ensure:
• Core access remains fair and equitable
• Pricing and features are fully transparent
• Premium services enhance rather than replace baseline care
• Patient feedback is incorporated before rollout



What If I Forget My Shirt?

Target: $25

JC Penny: $50

Halls: $1,500



But If I Twist My Ankle and Need an X-Ray…



…Slowly Getting Better



So What If It’s Complicated? At Least It’s Honest



If You’re Low Cost…BRAG



People Will/Do Care About Cost



If It Worked For Albert…



Pricing Doesn’t Have To Be Complex





Are You Missing What’s Right In Front Of You?



What Are Your Patients Telling You That 
You’re Ignoring?



Airlines Have Mastered Convenience (and 
fees)…Hospitals, Not So Much

Phone 
Only 
Bookings

Early 
Websites

Mobile Apps

Seat 
Selection-
Upgrades

Add-Ons

Phone Heavy 
Scheduling

Clunky Patient 
Portals

Limited 
Appointment Slots

Customa-what?





What Happens When 
You Embrace Self-

Scheduling?
Currently available 
research indicates:
1. Lower no show rate1 
2. Improved patient 

satisfaction2

3. Reduced burnout and 
stress3 





Part III:
Competition 
is the New 

Normal









Lessons To Be Learned?

Pricing
o Lower Price can lead to market growth
o Doesn’t always apply though (e.g. MacBook)

Consolidation
o Buying our competitors for market share
o Building partnerships

Marketing Matters
o Initial iPhone ads (.e.g. ‘There’s An App For That’) simplified what a smart phone was, or 

could do

Growing
o Facebook kept finding ways to grow beyond it’s initial concept (e.g. ads, marketplace, 

InstaGram, etc.)



Because What’s Happening More and More?





Are You Listening To Your Harshest Critics?



Your Customers Would Appreciate It



Patient Satisfaction Is More Than A Number

• Nearly 1/3 of healthcare consumers are actively looking for new 
providers at any given time

• That number JUMPS to 56% for millennials and parents

• 52% of respondents to a VERICAST survey said they would switch 
providers based on affordability

• According to the NIH, the loss of revenue from a dissatisfied patient 
who leaves your practice/system is, at a minimum, $200K



Reviews & Experience DO Matter in 
Healthcare
Majority of Patients Read Reviews Online Before Choosing a Provider

• According to Healthgrades, “Nearly 75% of patients turn to online revies as the first step in searching 
for a new physician”

• TechTarget found that 72% of patients read online reviews when selecting a new provider

Low Stars = REJECTION
• 72% of patients said they prefer providers rated 4-5 stars
• Medical Economics found 84% of patients wouldn’t go to a referred physician if  was rated 4 stars or 

less

Negative Reviews Influence Behavior
• 40% of patients said they’d change care plans (including cancelling or not booking) due to reading 

negative feedback



1. Monitor 
Consistently

Assign ownership 
(marketing, patient 

relations, or a hybrid).

Use tools to track 
reviews across Google, 

Healthgrades, Yelp, 
Zocdoc, etc.

Treat reviews as real-
time patient feedback 
— a free focus group.

2. Respond 
Thoughtfully

Acknowledge concerns 
publicly (without 
breaching HIPAA).

Thank patients for 
positive feedback.

Research shows 
patients are more 

likely to choose 
providers who respond 

to reviews, even 
negative ones.

3. Encourage 
Happy 

Patients to 
Speak Up

Many satisfied patients 
never leave reviews.

Build “review 
moments” into 

workflows (e.g., after a 
telehealth visit or 

discharge, send a quick 
link).

A higher volume of 
balanced reviews 

dilutes the impact of 
one negative 

comment.

4. Analyze 
for Trends

Don’t just react — 
track themes.

Are long waits, rude 
staff, or billing 

surprises showing up 
often?

Use review data to 
guide operational fixes 
(wait times, front desk 
training, billing clarity).

5. Integrate 
Into Strategy

Share review insights 
at leadership and 
board meetings.

Benchmark reputation 
scores against local 

competitors.

Market wins: highlight 
strong ratings in 

patient 
communications.



Food is prepared, cooked and delivered the same 
in every chain of a restaurant across the country

Efficiency is key: pick-up, delivery, drive-thru, 
mobile ordering, kiosks, etc.

Special targeting of demographics: kids meals, 
senior discounts, family atmosphere

Brand matters

Dedicated server to assist you through your 
experience



Why Do We Love Hotels?



It’s About An Emotional Connection



What Are You Prepared To Do?
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