Achieve Clarity in a
Dynamic Healthcare Landscape

When Results Matter
Gelb Consulting Attains Business Value
Healthcare leaders are tasked with complex challenges
of competing priorities in an ever-changing industry.
Gelb uncovers attitudes and expectations to develop
a common understanding of the current situation and
form consensus around which opportunities to pursue.

An Endeavor Management Company

REALIZING VALUE FROM TRANSFORMATIONAL STRATEGIES

Enable
Enable the organization to perform

Energize
Energize the organization to pursue the endeavor

Engage
Engage the organization in developing a path forward

Envision
Envision the desired outcome and align the leadership

WORKING WITH GELB
Reaching your company’s full potential in today’s complex healthcare environment can be
challenging and requires a skilled and disciplined approach. While this is a journey you may only
take once or twice during a career, it is one we travel often.
Gelb Consulting understands the nuances of healthcare. We are called on by some of the nation’s
leading academic medical centers and healthcare systems to provide guidance on key strategic
issues. In today’s competitive and ever-changing environment, our support is utilized for mergers
and acquisitions, experience management, brand strategy, technology implementation and
organizational change.
We believe that our uniquely collaborative, information-based approach will instill confidence in
the final strategy and create the necessary level of ownership across the enterprise to bring into
focus the true potential of your organization.

OUR HEALTHCARE CLIENTS
5 “Honor Roll” institutions
3 out of the top-ranked 5 cancer programs in the country
2 out of the top-ranked 4 pediatric hospitals in the country
Dozens of healthcare systems and academic medical centers
NATIONAL BENCHMARKING STUDIES
•
•
•
•

Patient Experience Management
Marketing Practices
Physician Relations Programs
International Programs

EXPERIENCE MANAGEMENT
Increase market share and patient/referrer loyalty through the
delivery of exceptional experiences to create enchantment

Word of Mouth advocacy is the most effective and
least expensive form of marketing.
Enchanted customers go out of their way to tell others
about your superior products or services.
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When you provide exceptional experiences,
increased advocacy and revenues are your
reward. Gaining a holistic and intimate
understanding of the experiences of your
patients, their families and their referring
physicians is at the heart of the relationship
required to engage them.
In today’s marketplace, the needs of the
customer are of utmost importance. Whether
it is through the implementation of patient
experience initiatives or the execution of referring
physician strategies, healthcare organizations are
recognizing the need to strategically manage the
experience they provide their various customers.
Are your patients and physicians
enchanted?
Satisfied customers may return and recommend
you when asked, but have a minimal investment
in your future. They see you as a choice among
many. Enchanted customers, however, are
steadfast fans who go out of their way to
recommend you and demonstrate a strong
commitment to your future.

Too often, healthcare satisfaction data focuses
only on functional needs – “what we do” – and
neglects emotional needs – “how we do it.” Our
experience management techniques uncover the
unique needs of your customers, and then help
you develop a plan to meet those needs.
Our proven approach:
• Provides an in-depth assessment of patient
or physician experiences and needs
• Recognizes the unique relationships
between referring physicians, faculty, staff,
patients, families, business leaders, and
donors
• Uncovers attitudes and expectations to
develop a common understanding of the
current situation and form consensus
around which opportunities to pursue
• Demonstrates how marketing activities
impact customer experience
• Training and group coaching to align
internal stakeholders around care,
communications and coordination efforts
• Allows marketing teams to provide unique
value internally while demonstrating returns
on investment
• We also offer continuous real-time
monitoring of the patient or physician
experience enabling immediate service
recovery

PATIENT-CENTERED CULTURE DESIGN
Create internal alignment to make sure your initiative will be
effective and meets customer needs

Your culture is your competitive advantage.
It will make or break your marketing strategy for growth,
change and delivering exceptional experiences.

Page 6

Your culture is a reflection of your healthcare
brand. It is deeply intertwined with the customer
experience and is often described as “How we
do things around here” and “How we really do
things around here.”
Your culture can be a source of strength for
growth or a constraint on strategy and change.
Our patient-centered culture design will provide
you with the tools to create internal alignment
to make sure your culture design initiative will be
effective, meet patient needs and be an accurate
reflection of your brand.
Our Implementation Methods:
• Transformational Leadership
We recognize that healthcare leaders
possess many of the skills and behaviors
required for effective leadership, but further
development is often needed for successful
application.
• Measuring and Evaluating Culture
Our research tools are designed to
determine the relative effectiveness and
value of organizational culture change and
transformation initiatives.
• SLOCI Benchmarking
The Schweiger-Larkey Organizational Culture
Index (SLOCI) is a reliable, statistically valid
tool that assesses organizational culture
based on 15 behavioral dimensions.

• Understanding the Employee
Experience
Using our Experience Mapping technique,
we uncover employees’ hidden assumptions
and attitudinal change points.
• Experience Mapping
This in-depth qualitative research technique
utilizes a visual cue (The Experience Map) to
help patients, their family members and their
referring physicians recall specific episodes
in their journey.
• Organizational Design
We start with the organizational capabilities
you need to effectively execute your
strategy, assess the gap between where you
are and where you want to be, then utilize
them to create the ideal structure, processes,
and reward systems, necessary to create a
patient-centered culture.
• Change Management
Our tools are designed to determine
the relative effectiveness and value of
healthcare organizational culture change
and transformational initiatives. Our process
helps healthcare organizations envision and
implement changes that promote growth,
improve the patient experience and deliver
your brand’s promise.

BRAND STRATEGY
Create a healthcare brand that’s an asset of sustainable value

Being different from competitors at things that matter
gives your healthcare brand a sustainable competitive advantage
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The most trusted healthcare brands aren’t built
by creative logos or clever taglines. Patients and
referring physicians move toward brands they
find trustworthy; brands that convey a promise
they understand and value. A trusted brand
is one that all of your customers – patients,
referring physicians, employees and donors –
will enthusiastically recommend to others.
Gelb has developed brand strategies for global
organizations for more than 20 years. Whether
it’s introducing a new visual identity (logo),
merging or acquiring healthcare providers, or
assessing, repositioning or strengthening the
existing brand, we have the experience necessary
to ensure your healthcare brand remains a high
performing asset.
Our comprehensive approach ensures that
your brand:
• Satisfies the needs and meets the
expectations of your customers and
stakeholders (consumers, physicians, donors
and internal)
• Demonstrates your competitive advantage
• Consistently communicates and delivers a
resonant promise
• Remains true to your organization’s
capabilities, core values and heritage
• Reminds audiences of the brand
promise through affiliated locations and
organizations

Our analytical approach to building a brand
strategy is founded on our brand trust model and
data-derived drivers of brand equity and brand
trust. Above all, you can expect a transparent,
collaborative approach to ensure
the brand management process remains yours.
Brand Strategy Activities Include:
• Understanding how patients, physicians and
other influencers make decisions to endorse
your brand
• Assessing brand performance across all
competitors using a quantitative brand
equity scoring model
• Identifying the factors and attributes that
build trust in your brand
• Connecting expectations of the brand with
delivery on its promise
• Aligning all brand touchpoints through
decision tools for today and into the future
• Using Word of Mouth tracking tools to
discover what the market is saying about
your brand

MARKETING STRATEGY
Develop a solid framework for strategic marketing planning,
getting ahead of the competition and/or entering new markets

Healthcare strategic planning calls for a deep, holistic look
at your organization’s ambitions.
It lays the foundation for achieving growth goals and
building a strong portfolio strategy to change and grow.
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Healthcare strategic planning calls for a deep,
holistic look at your organization’s ambitions.
It lays the foundation for achieving growth
goals and building a strong portfolio strategy to
change and grow. Our strategic planning process
maximizes the value of your existing market
information and marketing research. This allows
you to make sound decisions to bridge the gap
between where you are at and where you are
going.
We work closely with your team to challenge
existing assumptions, define objectives and build
an actionable plan. We help you decide where
to focus, where to compete and how to allocate
resources. At the end of the process, you will
have a customized framework and tools to repeat
marketing strategy development for subsequent
initiatives.
When working with Gelb, you can expect:
• An information-based strategic marketing
process that everyone in your organization
can support
• Interactive sessions that capture system
knowledge and build consensus
• A mechanism to establish clear goals to
monitor success
• Increased revenues through streamlined
resources

Healthcare Marketing Strategy Tools:
• Growth Playbook
Our Growth Playbook is a customized
framework for strategic marketing planning
that identifies the best opportunities and
designs an effective strategy using your
current resources.
• Segmentation
By identifying the right target markets,
healthcare marketers deploy their resources
most effectively. Segmentation is particularly
important in healthcare, as not all patients,
physicians or donors have the same needs
or the same value to the organization.
• Sales and Marketing Assessment Tool
(SMART)
We use SMART to assess current
performance in key areas to prioritize areas
that require the most attention.
• Market Entry Assessment
Using quantitative market research, we help
you identify the best market opportunities
and design an effective strategy to establish
a strong business case for growth and
implementation.
• Word of Mouth
Word of Mouth (WOM) advocacy is the
most effective and least expensive form
of marketing. Our model assesses WOM
influence across a number of channels,
touchpoints, media and vehicles.

PERFORMANCE MONITORING
Monitor customer experiences in real-time by arming yourself
with the ability to immediately address customer concerns

Data is important but the key to success
is what you do with that information
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Gelb understands healthcare organizational
workflows and the need to customize standard
online tools to achieve optimal efficiency and
impact. We pioneered the active monitoring of
metrics that drive real-time business decisions
and demonstrate the return on your investments.
Working with you, we will design information
capture tools that align with existing workflows
to guide decision making and provide measurable
results.
Performance Monitoring Tools
• Customer Relationship Management
(CRM) System Design & Deployment
Armed with customer experience insights,
Gelb leads CRM design teams to develop
systems that meet workflow and business
reporting needs, all aimed to enhance the
customer experience. This includes a careful
examination of end-user needs, identification
of operationally critical information, workflow
enhancements and data schema. Our
requirements documentation can be used for
your own programming, with other vendors,
or for quality control and training.

• Experience Dashboard
Our Experience Dashboards allow you to take
control of your relationships. The customer
experience dashboard does not only tell you
what your customers are thinking; it is a tool
that allows you to influence and enhance
your relationships by immediately responding
to what they are saying. Survey results are
provided in real-time and are escalated for
real-time action, which enables you to react
immediately to your customers’ concerns.
• Culture Dashboard
Our Culture Dashboard provides highly
engaging, next generation culture change
methods to bridge the gap between
strategy, leadership and behavior. It monitors
alignment between experience standards,
transformational leadership and culture.
• Insights Dashboard
Our Customer Insights dashboard integrates
all research results in one searchable, secure
portal. It reinforces the importance of the
“Voice of the Customer” and minimizes time
spent generating ad hoc reports.

GELB CONSULTING
AN ENDEAVOR MANAGEMENT COMPANY
Endeavor Management, is an international management consulting firm that collaboratively works
with clients to achieve greater value from their transformational business initiatives.
In 2012, Gelb Consulting became an Endeavor Management Company. Our combined experience
offers clients unique capabilities to focus their strategic initiatives with a thorough understanding
of customer needs to drive marketing strategies, build trusted brands, deliver exceptional customer
experiences and launch new products. Our experienced consultants and alaysts use advanced
marketing research techniques to identify customer needs and spot high potential market
opportunities.
The firm’s 40 year heritage has produced a substantial portfolio of proven methodologies, enabling
Endeavor consultants to deliver top-tier transformational strategies, operational excellence,
organizational change management, leadership development and decision support. Endeavor’s
deep operational insight and broad industry experience enables our team to quickly understand the
dynamics of client companies and markets.
Endeavor strives to collaborate effectively at all levels of the client organization to deliver targeted
outcomes and achieve real results. Our collaborative approach also enables clients to build
capabilities within their own organizations to sustain enduring relationships.
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An Endeavor Management Company

2121 N. California Blvd, Suite 290
Walnut Creek, CA 94596
925-974-3609

2700 Post Oak Blvd., Suite 1400
Houston, Texas 77056
800-846-4051
9901 IH 10 West, Suite 800
San Antonio, TX 78230
210-558-2817

USA

400 Continental Avenue, Suite 600
El Segundo, CA 90245
310-426-2570

Texas

California

Gelb Consulting, An Endeavor Management Company
www.endeavormgmt.com/healthcare

100 Park Avenue, Suite 1600
New York, NY 10017
212-984-1846
301 Grant Street, Suite 4300
Pittsburgh, PA 15219
412-255-3754
7733 Forsyth Blvd., Suite 1100
Clayton, MO 63105
314-296-6180

