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•Person to person communication regarding a 
particular product or service
• Typically regarding post-purchase experience
•Based on level of satisfaction
• Informal, private party discussion not including the 

service provider or retailer

WHAT
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WHY
•According to a 2012 Nielson study, 92% of people 

trust recommendations from their family and friends 
over other forms of advertising.
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•Grow your patient base without additional marketing 
expense
•Build your community, not a commodity

WHY
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•Create an outstanding culture
•Create an over-the-top experience for patients

Where to begin
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• Start with your employees
• Set up conversation triggers

•Research your competition
•Create emotional experiences
• Engage and listen to your patients
•Ask patients if they’d recommend you

How
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WOM Log
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•How to communicate WOM topics
• Internal Newsletters
•WOM log sheets
• CEO forums
• Department Meetings
• Communication board posters
• Employee Rounding
• Social Media

Marketing Simulated WOMM
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•Health fairs
•Offer health/wellness classes in your organization
•Create FUN
• Find opportunities

Increase Community Outreach/Engagement
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•Andrea Pastor
• andrea@capstoneleadership.net
•218-310-5120

Questions?

mailto:andrea@capstoneleadership.net

