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Identity
 Who are you? 

 Why? 

 How are you different? 



Brand Promise

Messages Experience



The Value of Trust







Primary care medicine embodies all the principles of a medical home. It 
is where healing and ongoing preventive medicine begin and is the 
coordinating hub for accessing specialty care when it is needed. As the 
medical home of its primary care patients, the MLK Health Center is 
where patients feel known, are welcome, and experience the Harris 
Health culture of Leading With Love. 
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A Registered Service Mark of Newman & Newman, Inc. 



AUTHENTICITY
ASSESSMENT



Patient Care Continuum



Top-performing companies are more than twice 
as likely to establish and manage a brand 
promise that connects directly to customer 
experiences

The ROI of Experience



2026 Transformative Trends 
and Data-Driven Insights Report 



Patient Care Continuum





Urgent Care
Next Level

Next Level’s passion for redefining the patient experience is driven by a 
belief in the impact relationships have on healing and health. Rather 
than an impersonal clinic visit, enhanced communications and 
personalized care are considered essential to improved outcomes and 
our differentiating patient-first culture. 



Opportunity: 
Clinic Team

∎ Minus a few exceptions, Clinic Providers and Techs worked parallel to 
one another, rather than in partnership as a cohesive team for enhanced 
patient experience

∎ Missed opportunities from lack of team communications was impacting 
both the patient experience and professional satisfaction of clinical team 
members

Unity

ASSESSMENTAUTHENTICITY



Opportunity: 
Clinic Team
Unity

∎ Implemented a standardized practice of hand-off communications to 
capitalize on Clinic Tech’s acquired insights, taking into account 
Provider preferences for valuable information 

RECOMMENDED STRATEGIES
for Operationalizing Next Level Messaging







50% of NLUC clinics that had one or more providers and techs attend a 
workshop conducted in October experienced an immediate increase in 
their Net Promoter Scores (NPS) between November and December

 

∎

20% of those clinics raised their scores as much as 9% ∎

ROI │ Next Level Patient Satisfaction 



A 7-point net promoter score increase correlates with a 1% increase in growth.
(1 point increase = .147% more growth)

Every 2% reduction in negative net promoter scores correlates to just under 1% growth.
(a 1% reduction = .414% more growth)



“People may not remember exactly what you said, 
but they will never forget how you made them feel.”

                                                                 
-Maya Angelou 

Connecting Through Authentic Emotion



Neurobiology of Emotion 



The desire to act on      
a person’s behalf.     
Ultimately, to prevent 
the suffering of others.

Awareness for other 
people’s emotions. 
Putting yourself in                        
their shoes

Compassion Empathy



Annual Customer Rage Survey

∎ Signals indifference and perceived as being dismissed

∎ Decreases satisfaction and damages trust 

Customer Recognition of Inauthentic Scripting

Scripting Employees:
An Exploratory Analysis of Customer Perceptions



50% of NLUC clinics that had one or more providers and techs attend a 
workshop conducted in October experienced an immediate increase in 
their Net Promoter Scores (NPS) between November and December

 

∎

20% of those clinics raised their scores as much as 9% ∎

98% of providers and 97% of techs in attendance Agreed or Strongly 
Agreed the workshops equipped them with tools and knowledge 
beneficial to their role at NLUC

∎

ROI │ Next Level Patient Satisfaction 



Patient SatisfactionEmployee Satisfaction

Sequential Impact



Top Predictors of Job Dissatisfaction for Nurses

MITSloan Management Review, The Real Issues Driving the Nursing Crisis. October 2023. https://sloanreview.mit.edu/article/how-solve-nursing-crisis/ 

Toxic culture more than twice as 
predictive of overall satisfaction 
among nurses that quit than 
compensation or workload.

∎



Urgent Care
Next Level

AUTHENTICITY ASSESSMENT



Urgent Care
Next Level

RECOMMENDED STRATEGIES

 Channels of Communication

 Information Management

 Environment / Wellbeing



ROI │ Next Level Employee Retention 



 Identity shaping messages

 Accountable authenticity

 Strategies for creating & correcting 

The FINANCIAL RETURN on
AUTHENTICITY

 Investing in most valuable currency…



The FINANCIAL RETURN on
AUTHENTICITY

Trust
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