
Capital Health

Anchor Health Properties

Reinventing Customer Service in Healthcare

Three Elements that Shape Innovative 
Healthcare Facilities Today



Project Overview

• Issue:

• Recapture patients who migrated to the suburbs

• Goals:

• Respond to the competition

• Increase market share

• Rebrand

• Strategy:

• Focus on the patient experience – retail approach to 
healthcare; Reinventing Customer Service



Strategy: Reinventing Customer Service:
Creating the Customer Experience

• Location

• Patient Friendly Environment

• Waiting & Public Spaces

• Customer Service Focus

• Activated Common Areas

• Organized Healthcare Services (“Merchandizing”) 

• Related and Complementary Services



Customer Experience
Location

• Visibility

• Accessibility 

• Convenience



Location: 
Capital Health Hamilton

Hamilton
Campus

Fuld
Hospital

Mercer
Hospital



Customer Experience
Patient-Friendly Environment

• Comfortable

• Serene and Soothing

• Non-Institutional



Pleasant patient environment outside….

Capital Health in Hamilton



And pleasant patient environment 
inside….

Capital Health in Hamilton



Customer Experience
Waiting and Public Spaces

• Public vs. Private

• Comfortable Seating

• Bariatric Seating

• Play Areas



Customer Experience
Waiting and Public Spaces

• Natural Light

• Healing Gardens

• Soothing Water Features



Customer Experience
Customer Service Focus

• Concierge

• Wayfinding

• Child Minding

• Business Center

• Registration



Customer Experience
Activated Common Areas

• Art Shows

• Radio Broadcasts

• Traveling Exhibits

• Marketing Community Health Programs

• Music

• Special Events



Customer Experience
Merchandising of Services

• Specialty Focused

• Complete Service Line / Centralized 
Location

• Physician Recruitment

• Consumer Perceives Quality



Customer Experience
Related & Complementary Services

• Spa

• Exercise & Fitness

• Café

• Health Design / Health Coaching

• Conference / Education Center



Customer Experience
Related & Complementary Services

• Wellness Boutique / Gift Shop

• Coffee Kiosks

• Pharmacy

• Café

• Other Complimentary Retail



Success of Capital Health Hamilton
The Strategy of Customer Service 
worked:

• Profitability exceeded wildest 
expectations

• Increased admissions at main hospital

• Improved service and market 
competitiveness

• Aligned hospital and physician incentives

• Reestablished the Capital Health brand in 
the marketplace



Reinventing Customer Service in Healthcare


