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The work I do The people I work with The reputation, strategy and
delivery of the organisation

The people who lead the area I
work in

The financial recognition I
receive

The non-financial recognition I
receive

The organisation’s 
communication (how I am kept 

informed)

The advancement opportunities
available

The organisation’s culture The workplace and resources
provided
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Retention survey results 
*(202 nurses, 5 SA provinces)
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A customer’s experience is determined by:

1/3 
by what is done

2/3
by what is felt during their interaction
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What brand are you most loyal to?
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I want…

I want to 
feel…

I felt…

I got…We respond

Patient Need Patient ExperienceHealthcare delivery
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I want…

I want to 
feel…

I felt…

I got…We respond

I connect

I analyse

I inform

I deliver

I learn
©
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Clinics Doctors+12

I felt cared for

About
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Full medical history and clinical examination by 
professional nurse

Doctor consultation incl. medical history, 
additional tests and examination

Doctor generates script, together with 
professional nurse counsels patient

Patient walks to dispensary and receives medicine from 
pharmacist
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I connect

I analyse

I inform

I deliver

I learn

©

Lebowakgoma
Rural Limpopo Province

Day 1

Day 2

I hated it

I didn’t like it

It was ok

I liked it

I loved it
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Saul Kornik
CEO
saulk@healthforce.io
072 804 2149
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