
Making It Tangible


It’s tough to make the services of your practice tangible because healthcare services are not 
tangible. You have to pay to play. There are no free samples. You can’t have a practice run at a 
pregnancy. How do we make the intangible, feel tangible to our potential patients? Again, we 
tell them. We give them a description of exactly what it looks like to do business with us. Walk 
them through the steps.


Step 1: In the first column you fill out the steps that a potential client/patient will go through 
during their visit or process with you. This ranges anywhere from 3 steps to 5 steps. I wouldn’t 
go more than 5 because you will be giving them too much information.  Just imagine handing 
every client/patient you come across a 10 pound dumbbell. Each time you give them more 
information you hand them a second 10 pound dumbbell. Then a third. How many dumbbells 
can they hold before they just decide to say, "the hell with it" and stop paying attention. Keep 
the steps 3-5 and the information concise and precise. 


Examples of steps would be:

	 Engagement, Consultation, Treatment Plan

	 Phone call, verify insurance, consultation

	 Greet, consultation, treatment plan, follow up, maintenance packages


Step 2: In the second column you will then write down what actually happens in that step. If 
your first step is “Engagement” what actually happens? Is that a phone call or go to our 
website and click “schedule an appointment?” What ever actually takes place in that step, 
write in the second column under What Happens. No feelings here. No additional explanation. 
Just purely what action takes place. Refer back to the book example if you need help.


Step 3: The third column is your Value column. What can each person expect to receive from 
this particular interaction with you? Here is where you need to dive into the feelings a little bit. 
Tell them the details associated with each particular step and why this step is important to 
them. For example, your first step is a phone call with your potential client/patient, what 
happens during that phone call and why is it important. It could look something like this:


Steps What Happens Value Outcome



“Builds rapport, establishes trust. Most people have a low expectation of the service they 
receive at a healthcare practice; we want to build relationships with our patients.”

Last step: The outcome column. Tell your clients/patients about the outcome you would like to 
have at each step. That outcome could be anything from, “We schedule an appointment” to 
“You’re now living pain free” depending on which step you’re writing for. Tell them the desired 
outcome. Walk them through this process, so they can visualize what the experience will be 
like.


KEY POINT: This can also be used as a way to teach your team how to interact with each of 
your clients/patients. It serves as a training tool for the customer service you desire to bring to 
your practice. 


**FULL PAGE printable chart on the next page**


