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research firm that helps companies achieve lasting 

results in the two most challenging areas they face:   

Client Development and Talent Development. 
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Note:  This sample report contains sections of specific results intentionally concealed in order to 

illustrate the type of information gathered via Butler Street’s Voice of the Customer program.  
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Voice of the Customer 

EXECUTIVE SUMMARY 
 

The Voice of the Customer (“VOC”) is a critical element that best-in-class organizations rely upon to 

deliver frictionless client experiences.  Experiences that increase loyalty, enhance brand, and enable 

profitable growth.  Voice of the Customer is a term used to describe your customer’s feedback about their 

experiences with your company and their expectations of your people, knowledge and services.  

Understanding and analyzing what your clients’ value will provide a powerful framework for making 

strategic business decisions, prioritizing projects and allocating resources. 

The VOC is a proactive feedback process that has its roots in Six Sigma.  The survey serves as a critical 

benchmarking tool to establish a baseline for continuous improvement and is the first step in 

Operationalizing Strategy and Leading Organizational Change.  The figure below details the axiomatic 

approach to leading an organization to continuous growth, beginning with listening to the Voice of the 

Customer. 
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Voice of the Customer 

The data gathered through the VOC has been analyzed to identify and assess the strengths and areas of 

opportunity for Sample Company.  

• The needs and wants of your customers 

• How clients view your value 

• Your positioning relative to the competitive landscape 

• Expectations and promises fulfilled and unfulfilled by the Sample Company partnership 

o Your clients’ comprehensive experience 

o Opportunities to improve quality, delivery or cost 

o Opportunities to expand business via new services or cross-selling existing services 

• Areas of improvement required to achieve total client satisfaction 

 

The Interview:  Clients Surveyed 

Butler Street performed telephone interviews with 12 client contacts of Sample Company.  Butler Street 

reached out to 47 contacts for a 26% response rate.  The response rate was impacted by the following: 

• Phone numbers provided either incorrect or missing the needed extension number to reach by 

phone in order to schedule interviews 

• 6 contacts were a no show after scheduling the interview 

• 4 contacts responded, and communicated that they simply had no time due to systems 

conversions or travel 

 

 

An adjusted response rate of 41% factors in the quality the contact list, the fact that four people 

responded, but could not spare the time:   

• Identified 3 contacts no longer with the organization listed 

• Received Out of the Office for 3 contacts during interview period 

• 3 contacts opted out of the process (1 refused to participate without compensation; one checking 

with ethics committee regarding concern of responding to VOC questions) 

 

The Voice of the Customer interviews are designed to capture primarily qualitative data rather than 

quantitative feedback.  Due to the number of responses, quantitative summaries represent those that 

were interviewed through this process. 
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Voice of the Customer 

The following clients were interviewed: 

Company First Name Last Name Department Role 

 

About the Interviewees 

As indicated in the table above, the survey included a range of departments and roles.  As with any survey 

data, the results reflected in this report indicate what those surveyed reported, and the reports are based 

upon the interviewee’s perception of the situation.  Factors leading to those perceptions may not be 

uncovered in this survey, and those perceptions, naturally, may or may not fully or accurately reflect the 

reality of the situation.  Nevertheless, what is important to consider is that the reported views reflect that 

person’s (the interviewee’s) understanding of the situation. 

Where there are differences between what was reported by the interviewee and what is expected, there 

exists an opportunity for growth and development.  A difference in how a situation is viewed reveals the 

important need to clarify and create understanding – either for the one surveyed or for the one thinking 

the response is inaccurate. 
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Voice of the Customer 

Client Needs and Wants – “Moments of Truth” 

There are common themes that the Sample Company clients voiced as minimum needs and wants.  These 

are the criteria that, when met, have the potential to create extremely high satisfaction and loyalty scores.  

They are the same criteria that would cause the client to leave Sample Company if not consistently met.  

These “moments of truth” are the interactions that matter the most to the clients and therefore, your 

organizational focus should place the highest priority on how all Sample Company representatives handle 

them. 

 

In staffing, according to both research completed by Butler Street across staffing companies in all verticals 

and all sizes, and the Staffing Industry Analysts (SIA) research, there are three top things staffing buyers 

want: (1) A representative that takes the time understand the client’s needs, (2) Qualified talent, and (3) 

The talent are prepared and know what is expected of them. 
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Voice of the Customer 

In comparing the results of the Sample Company client input, to the Top Three Things your target clients 

want, there is close alignment in the patterns that have emerged: 

 

 

 

 

 



 

 

This is confidential and proprietary information of Butler Street 
Holdings, LLC.  Any reproduction or use without the express 
written permission of Butler Street Holdings, LLC is prohibited.

8 

Voice of the Customer 

Conclusions - Areas of Concern and Potential for Growth 
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Voice of the Customer 

Conclusions - Action Recommendations 
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Voice of the Customer 

SURVEY RESULTS 
 

In the sections of this report that follow, the raw data of the survey is compiled and summarized (where 

appropriate) and presented. Narrative data is summarized with any direct quotations indicated.  

 

Customers 

The following illustrates the company type and size of those clients that were interviewed: 

Company Company Type Company Size 
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Voice of the Customer 
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Voice of the Customer 

Top Client Initiatives 

 

Comments shared for the top initiatives within the organization and department are aligned to one of two 

Sample Company buyer persona drivers:  Financial and Operational. 

Financial 

 

 

Operational 
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Voice of the Customer 

Company Name Top 2 initiatives for the 

organization 

Top 2 initiatives for the 

department 
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Voice of the Customer 

 

Goals 

When asked if the current goals of the department were currently being met, more than 50% were unsure 

or responded that they were not. 
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Voice of the Customer 

Relationships 

 

Perception of the Relationship 

When asked how each client 

viewed their relationship with 

Sample Company, both Preferred 

and One of a Few were the most 

frequent responses.  None of the 

contacts view the relationship as 

Exclusive, meaning in all cases for 

those interviewed, they are using 

other providers as well.  This 

illustrates that almost 60% do not 

at least consider Sample Company 

as a preferred supplier.   There are 

opportunities to advance the 

relationships and grow within 

existing accounts. 

 

 

 

Tenure of Relationships 

Half of the clients interviewed have relationships with 

Sample Company longer than five years.   
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Voice of the Customer 

Primary and Secondary Relationships 

Company Name Who is your 

primary 

contact? 

On a scale of 

1-10, where 10 

is "Couldn't be 

better" and 1 

is "Couldn't 

get worse", 

rate your 

relationship 

with 

[...primary 

relationship...]. 

Who is your 

secondary 

contact at 

Sample 

Company? 

On a scale of 1-

10, where 10 is 

"Couldn't be 

better" and 1 is 

"Couldn't get 

worse", rate 

your 

relationship 

with 

[...secondary 

relationship...]. 

On a scale of 

1-10, where 10 

is "Couldn't be 

better" and 1 

is "Couldn't 

get worse", 

rate the 

customer 

service/ 

responsiveness 

of your key 

contacts. 

Behavioral Health 

Resources 

Ian Harrel Alan 

Hampton 

10 N/A 
  

Carlsbad Medical 

Center 

Joe Leyva Laura 

Anderson - 

Ob/Gyn 

10 Ryan, but 

doesn't speak 

to him much 

5 9 

Dukes Memorial 

Hospital 

Diana 

Berich 

Depends on 

specialty 

10 Depends on 

specialty 

9 10 

HCA Longwood 

Hospital 

Patricia 

Rochedieu 

Alexandra 

White 

10 Only Alexandra 10 10 

J C Blair 

Memorial 

Hospital 

Cindy 

Wetzel 

Joy 10 Haley 8 8 

Mid Coast 

Hospital 

Melanie 

Crowe 

Malory 

Cunningham 

10 Katie Birgsmith 7 9 

Oregon State 

Hospital 

Valerie 

Anderson 

Jordan Brocco 

(Brocksmith) 

10 Nathan 

Hancock 

10 10 

Owensboro 

Health 

Libby 

Mauzy 

Rachael 

"Mache" Kane 

8 Holly Ogletree 8 9 

South Coast 

Behavioral Health 

Kevin 

Burchill 

Jessica Kitchel 10 Allison Harkey 10 10 

Terrebonne 

General Medical 

Center 

Ann Dupre Kaitlyn 10 Ashley 10 10 

Upstate Medical 

University--SUNY 

Jennifer 

Eckrich 

Liz Benedict 9 Heather 7 10 

Yakima Regional 

Health & Cardiac 

Center 

Shannon 

Carlson 

Nicole 

Anderson 

10 Jessica Patzak 10 10 

Column Mean 9.75  8.55 9.55 

Column Mode 10  10 10 

Column Median 10  9 10 

Column STDV 3.42  4.17 4.25 
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Voice of the Customer 

Buying/Decision Process 

 

Buying Role 

Of those that participated in the 

Voice of the Customer program, 

2 contacts were/are not involved 

in the decision to use Sample 

Company.  82% of those 

interviewed were Key Decision 

Makers, Influencers or 

Authorizers in the buying 

process. 

 

 

 

 

Reasons for Selecting Sample Company 

Interviewees identified key reasons for choosing Sample Company if the individual was involved in the 

purchase decision process, or if not, why they believed Sample Company was chosen.  The following 

represents a summary of those shared:  

• Relationship with an individual at Sample Company 

• Ability to meet needs 

 Deliver quality talent 

 Short-term coverage 

 Could not fill positions on their own 

 Geographical coverage 

• Responsiveness 

• Consistency 

• Use Locums Mart and Sample Company is part of that 

• Timing 
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Voice of the Customer 

Problem(s)  

Physician coverage was the primary problem that the clients were trying to solve when the relationship 

with Sample Company was established.   

 

Company Name What problem(s) were you trying to 

solve when the relationship was 

established with Sample Company? 

Is/Are the problem(s) 

solved? 

Behavioral Health 

Resources 

Ian Harrel Need for Physician coverage Partially 

Carlsbad Medical Center Joe Leyva Had big gaps in specialty fulfillment 

around OB/GYN, Peds, Ortho 

Partially 

Dukes Memorial 

Hospital 

Diana Berich Coverage Yes 

HCA Longwood 

Hospital 

Patricia 

Rochedieu 

Trauma coverage No 

J C Blair Memorial 

Hospital 

Cindy Wetzel They were able to fill fast with quality 

providers 

Generally 

Mid Coast Hospital Melanie 

Crowe 

Psychiatry services were needed Yes 

Oregon State Hospital Valerie 

Anderson 

Staffing up docs Partially 

Owensboro Health Libby Mauzy Expanded relationships; DEA Licensing 

issues; Doctors that are a good fit for 

our Company 

Yes 

South Coast Behavioral 

Health 

Kevin 

Burchill 

Was using Medicus as the exclusive 

prior to Kevin, and when Kevin came on 

board, he brought in Sample Company 

as the preferred and now Medicus is the 

backup 

Core staffing M-F; help Kevin 

provide medical consultations 

to back up Psych; complete 

success on the first; not yet 

on the consultation side. 

Terrebonne General 

Medical Center 

Ann Dupre Fill vacation, leave of absence or 

turnover in physicians 

No 

Upstate Medical 

University--SUNY 

Jennifer 

Eckrich 

Securing Locums/CRNAs is very difficult No.  Getting people to come 

to upstate NY has been a 

challenge. 

Yakima Regional Health 

& Cardiac Center 

Shannon 

Carlson 

Resolve the gaps in coverage for certain 

specialties and on overall lack of quality 

providers 

Yes 
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Voice of the Customer 

Partnership Objectives 

 

All contacts indicated that the objectives of the partnership with Sample Company have been at least 

Partially met.  In the 66% with a definitive “Yes”, the leading reasons were Quality Candidates and 

Timeliness.  

Company Name Have the objectives of the 

relationship been met? 

Why or why not? 

Behavioral Health 

Resources 

Ian Harrel Partially Fill rate not fantastic; just OK 

Carlsbad Medical 

Center 

Joe Leyva Partially Didn't come through with the right 

physician for them; only used 1 

physician from them in the last year. 

Dukes Memorial 

Hospital 

Diana Berich Yes For now.  We have restrictions on 

using Locums in place. 

HCA Longwood 

Hospital 

Patricia Rochedieu Yes Yes, but challenging.  Our physicians 

are not accustomed to the high 

volumes at Longwood causing 

turnover and coverage gaps. 

J C Blair Memorial 

Hospital 

Cindy Wetzel Generally We needed a CRNA locums and we 

only had a few weeks to get it done 

and I contacted them and sent them 

info.  Never heard anything back for 

a long time.  I emailed them as they 

are not consistent with follow-up. 

Mid Coast Hospital Melanie Crowe Yes We have had success with their 

candidates. 

Oregon State Hospital Valerie Anderson Yes Have done a nice job of filling 

vacancies, first to provide candidates. 

Owensboro Health Libby Mauzy Yes Good candidates 

South Coast Behavioral 

Health 

Kevin Burchill Yes 
 

Terrebonne General 

Medical Center 

Ann Dupre Yes They snap to it when I need someone 

and make every effort to 

communicate. 

Upstate Medical 

University--SUNY 

Jennifer Eckrich Partially We're not getting candidates from 

anyone 

Yakima Regional 

Health & Cardiac 

Center 

Shannon Carlson Yes They provide good quality 

candidates and a variety of 

candidates.  They screen their 

candidates very well and they 

consistently provide complete 

paperwork. 
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Voice of the Customer 

Performance Management 

The method and frequency that clients measure the performance varies greatly from no measurement, to 

in-depth evaluations during a specified timeframe along with an external review process.  While in some 

cases the performance perceptions are based upon the quality of the most recent placement or on a 

placement by placement basis, there are clients that have an annual performance evaluation process in 

place.  Methods of measuring performance include:  

• Fill time 

• Quality of the provider 

• Overall track record 

• Satisfaction (for the specific placement upon fill and at the end) 

• Professionalism 

• Accuracy of billing 

• Communication 

• Ethics 

• General feedback/input from staff 

• Surveys (In-patient patients and Locums every 120 days) 

Company Name How do you measure their performance and in what frequency? 

Behavioral Health Resources Ian Harrel No 

Carlsbad Medical Center Joe Leyva Fill time, quality of doc - only when they get them someone; very 

happy with the Ob/Gyn nurse practitioner 

Dukes Memorial Hospital Diana Berich Time to fill 

HCA Longwood Hospital Patricia 

Rochedieu 

We measure performance on a 4, 8 & 9-month basis with each 

practitioner and ongoing professional evaluation (including use of an 

outside reviewer) 

J C Blair Memorial Hospital Cindy Wetzel I just know on a scale of 1 - 5, I would give them 4.5 

Mid Coast Hospital Melanie Crowe Overall track record of candidates 

Oregon State Hospital Valerie 

Anderson 

Required to measure annually; document that captures categories 

such as fill rate, quality, professionalism, accuracy of billing, 

communication and ethics 

Owensboro Health Libby Mauzy Input for support staff 

South Coast Behavioral 

Health 

Kevin Burchill One engagement at a time; initial feedback when a physician is placed; 

they get a satisfaction survey at the end to score; also, gets regular 

check-ins with Atlanta team for longer placements 

Terrebonne General Medical 

Center 

Ann Dupre We only use for Cardiothoracic surgery (vacations) and what we 

noticed that the cardiologist did not have confidence in locums.  They 

were holding referrals or sending to other hospital. 

Upstate Medical University--

SUNY 

Jennifer Eckrich Work with 7-10 agencies and the only way to measure is their ability to 

fill. 

Yakima Regional Health & 

Cardiac Center 

Shannon 

Carlson 

Feedback from clinical and hospital staff. In-patient patients are 

surveyed through Health Stream and we track those responses.  We 

survey Locums every 120 days. 
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Voice of the Customer 

Key Benefits/ROI 

 

When asked about the key benefits or ROI of using Sample Company, two contacts cited “expensive” 

without articulating any particular value, and only one described the true impact.   

“The department is staffed. We do not have to turn away patients and can better treat those in our 

beds.” 

This points towards the need to better educate clients on the value and cost savings that can be provided 

through the utilization of locums, and Sample Company specifically.  

Other responses include: 

• Fill a physician role when a gap exists 

• Usually responsive and usually provide good candidates 

• Consistency in the way information is presented and their follow-through 

• Views Sample Company as Trusted Adviser with and strong relationship-driven partnership with 

personal relationships at the executive level (also a member of the National Advisory Board) 

• Vacation coverage, physician turnover 

• They recruit for physicians/CRNAs.  Short term fills.  Use for temp-to-perm sometimes.  We don't 

have the recruiting resources.  We're limited to jobs being placed online, physician extended 

leave, and temp to perm. 

• Temp to perm is a good benefit and return for us; willing to work long blocks of time. 

 

Expectations 

 

Exceeded Expectations 

Eleven (11) out of twelve (12) clients interviewed provided examples whereby Sample Company has 

exceeded their expectations.  These speak to the “Moments of Truths” and replicating similar positive 

experiences will lead to greater client loyalty and increased business.  

“Quick turnaround needs; vetting qualified candidates and ensuring a good match between the need and 

placement.” 

• Quality providers/Ensuring a good match 

• How fast they can find candidates/Quick turnaround 

• Good communication 

• Easy to do business with 
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Voice of the Customer 

Best thing about Sample Company 

“Really focused on finding the right talent.  Also, the credentialing team is outstanding as they make it as 

easy as anyone he's ever worked with to make the process smooth.  The consultants have first-hand 

experience on the docs that are being placed.”  

• The Sample Company staff/Relationships 

• Service/Communication 

• Quality candidates 

• Timeliness (in response and in resolving issues) 

Failed to Meet Expectations 

In many of the same areas noted as ‘Best thing about Sample Company’, there are times where the 

opposite is true, when communication has been a problem, where there has been a lack of candidates, 

where the physicians have not met quality standards and where there is a lack of follow-up in the 

credentialing area.  

Company Name Where has Sample Company failed to meet your expectations? 

Behavioral Health 

Resources 

Ian Harrel Half of the time, physicians are not meeting the quality standards 

required and all of the required activities are not being done, failing to 

meet even the basic job responsibilities.  They have one other competitor 

and he sends the job order to both locations and see who gets the best 

candidate first. 

Carlsbad Medical Center Joe Leyva On some of the Ob/Gyn opportunities, the rates are very high compared 

to the other Locums organizations. 

Dukes Memorial Hospital Diana Berich I cannot think of any time they have failed me. 

HCA Longwood Hospital Patricia 

Rochedieu 

We have supply and demand issues. 

J C Blair Memorial 

Hospital 

Cindy Wetzel Not following up, leaving me dangling 

Mid Coast Hospital Melanie 

Crowe 

I have tried other specialties (Hospitalists) and in fact used a couple, both 

of which were poor candidates.  So, I would say they have failed in the 

screening process. 

Oregon State Hospital Valerie 

Anderson 

In the credentialing area, folks are not clear on their communications and 

not following through; recently, a little better but overall the last few 

months, not great. 

Owensboro Health Libby Mauzy Starting date delay with Dr. Buchner causing scheduling confusion and 

dissatisfied patients; one other previous contract term issue 

South Coast Behavioral 

Health 

Kevin 

Burchill 

Can't think of anything specific 

Terrebonne General 

Medical Center 

Ann Dupre One time [felt bad about it], a Cardiothoracic surgery physician was 

wishy-washy about coming. There was a misunderstanding that he was 

coming and he did not. LTC felt bad about it. 

Yakima Regional Health 

& Cardiac Center 

Shannon 

Carlson 

No.  No one can find candidates 100% of the time. 
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Voice of the Customer 

Worst thing about Sample Company 

• Lack of flexibility, especially pricing 

• Availability of talent 

• Communication 

• Pricing 

• More candidates needed 

• Providing all specialties 

Company Name What is the worst thing about Sample Company? 

Behavioral Health 

Resources 

Ian Harrel Feels that the type of Doc that works with Sample Company has certain 

characteristics that put them in that position. In other words, about half 

the time Sample Company sends candidates who just don't really 

understand the need/requirements/day to day responsibilities of the 

Company. Also, when he had a severe issue with a physician, the recruiter 

was on the phone trying to blame the client and felt like she was mad 

she was losing the doc and Alan did a great job of intervening. However, 

Ian feels there may be a disconnect in communication or reward 

between the account managers and recruiters. 

Carlsbad Medical Center Joe Leyva Lack of flexibility on certain decision criteria, especially pricing. 

Dukes Memorial Hospital Diana Berich Not having the providers available. 

HCA Longwood Hospital Patricia 

Rochedieu 

Just availability of talent. 

J C Blair Memorial 

Hospital 

Cindy Wetzel Communication 

Mid Coast Hospital Melanie 

Crowe 

 

Costs are very high compared to their competition 

Oregon State Hospital Valerie 

Anderson 

Credentialing communication and follow through; it's not the 

communication itself, it's the ability to provide specifically what has been 

asked for and not other items along with it. 

Owensboro Health Libby Mauzy Nothing specific 

South Coast Behavioral 

Health 

Kevin 

Burchill 

Nothing really; Kevin really appreciates the relationship even down to 

their cadence of touches. 

 

Terrebonne General 

Medical Center 

Ann Dupre Nothing bad.  Just don't have the money to use them. 

Yakima Regional Health 

& Cardiac Center 

Shannon 

Carlson 

Providing all specialties. 
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Voice of the Customer 

Alternatives 

 

Without Sample Company 

Interviewees were asked if Sample Company were not servicing your company, what or who would be 

their plan B.   

• Three (3) contacts indicated they would hire on their own (one indicated hiring internally was Plan 

A) or are constantly recruiting.   

• One (1) uses LocumsMart and has access to many suppliers. 

• One (1) stated they would simply not use. 

• All others would use at least one or more agencies (today have between 7-14 other agencies they 

also use) 

 Vista (use exclusively for Hospitalists) 

 CompHealth 

 Medicus (deep bench of providers in the area, easier to use for weekend or short-term 

coverage while LT is preferred for long-term placements) 

 Merritt Hawkins for recruiting perm physicians 

Competition 

All contacts interviewed have done business and would consider doing business with competitors of 

Sample Company.  Those that were specifically mentioned were: 

• 

• All Star 

• Alliance 

• Barton 

• CompHealth (3) 

• Global Medical 

• Jackson Coker (2) 

• Medical Doctors Associates  

• Medicus 

• Medistar 

• Merritt Hawkins (perm) 

• Radar 

• Radius Medical Group 

• Staff Care (4) 

• Vista 

 

When asked to compare the performance of Sample Company to the competition, 8 (67%) of the 

interviewees responded that Sample Company performed Better.  25% responded that it was About the 

same and 1 indicated that the performance was Worse than the competition. 
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Voice of the Customer 

 

Potential causes to stop using Sample Company 

• Poor quality 

• Increase in rates 

• Having more than one point of contact 

• Ability to manage internally 

• Lack of honesty 

• Lack of trust 

• Poor communication 

• Poor account executive 

• Erroneous billing 

• Service issues 

• Budget cuts 
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Voice of the Customer 

 

Company Name What would make you stop using Sample Company? 

Behavioral Health Resources Ian Harrel If the challenge of poor doctors continues, and/or if rates are 

raised, and/or if more than one point of contact 

Carlsbad Medical Center Joe Leyva Probably going to cancel them from LocumsMart because 

recently Joe accidentally approved a rate that was much, 

much higher for a Peds placement; he requested some 

reduction and was told because it was his error, they couldn't 

really reduce the rate. 

Dukes Memorial Hospital Diana Berich If they can’t provide services in a timely manner or if they 

send me candidates that are sub-optimal. 

HCA Longwood Hospital Patricia 

Rochedieu 

Our ability to employ directly/in-house. 

J C Blair Memorial Hospital Cindy Wetzel Lack of honesty; that's where CompHealth blew it. I hate that 

company - they are so dishonest.  They talk down to me.  

Don't treat me like I am buying a car. 

Mid Coast Hospital Melanie Crowe Filling all in house, and if they were unable to send quality 

candidates or the account executive relationship was not 

good 

Oregon State Hospital Valerie Anderson Erroneous billing; consistent pattern of poor practitioners 

Owensboro Health Libby Mauzy Service issues 

South Coast Behavioral Health Kevin Burchill Nothing unless the leadership team sold the business; Kevin 

loves the model and the customer service levels; he's very 

impressed with the culture and people. 

Terrebonne General Medical 

Center 

Ann Dupre Budget cuts have stopped us.   

Yakima Regional Health & 

Cardiac Center 

Shannon Carlson A change in their level of service.  The opposite of all the 

good things I said about them. 
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Voice of the Customer 

Future 

 

Accomplishments 

Interviewees were asked, “If a year from now, you were quoted as saying, ‘Sample Company did an 

outstanding job for us this past year!’, what would they have accomplished in your eyes?”  

“1. Great relationship with Account Executive 2. Continued good candidates 3. Cooperative in the 

credentialing process 4. Bills are all correct” 

• Providing quality candidates (better up-front screening/evaluations) 

• Fill the gaps for better patient care and continuity 

• Continue to be flexible 

• Timeliness 

• Consistency 

Company Name If a year from now, you were quoted as saying, "Sample Company did 

an outstanding job for us this past year!", what would they have 

accomplished in your eyes? 

Behavioral Health 

Resources 

Ian Harrel Screening/evaluating docs better-up front; ensuring that any candidate 

sent to Ian actually meets the requirements of the need; feels like the 

repeated poor experiences tarnishes the opportunity for a better long-

term partnership; If one company could prove it could meet all of his 

needs, he would consider moving to one. 

Carlsbad Medical Center Joe Leyva Helped out with needs around OB/GYN 

Dukes Memorial Hospital Diana Berich They would have filled my needs in a timely manner.  If I cannot fill my 

positions, then I cannot offer the service and will lose revenue. 

HCA Longwood Hospital Patricia 

Rochedieu 

Fill the gaps for better continuity of care; continue to be flexible when 

servicing our needs. 

J C Blair Memorial 

Hospital 

Cindy Wetzel Timely manner with the best possible candidates and understand and be 

honest about that candidate and what's wrong with the dr and how it will 

affect you.  Communicate the reason the doc is a locums. 

Mid Coast Hospital Melanie Crowe 1. Great relationship with account executive 2. Continued good candidates 

3. Cooperative in the credentialing process 4. Bills are all correct 

Oregon State Hospital Valerie Anderson Consistency in recruiting; consistency in credentialing; accurate billing; 

meeting the need as the request is made. 

Owensboro Health Libby Mauzy Patient care and continuity 

South Coast Behavioral 

Health 

Kevin Burchill Helping South Coast with transitional needs; have used LT.com to get 

started on new products, new initiatives and LT.com has always responded 

with great physicians and great quality that meets KPIs 

Terrebonne General 

Medical Center 

Ann Dupre Cannot answer because we are not using them. 

Upstate Medical 

University--SUNY 

Jennifer Eckrich Sent us quality staff that I get great feedback from my attending positions 

and they want them full-time 

Yakima Regional Health 

& Cardiac Center 

Shannon Carlson "Getting us quality candidates and assisting our needs." 
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Voice of the Customer 

Projections 

In the coming year, 92% anticipate the volume to be About the same as last year, Less than last year or 

Unsure.   

Those that stated that the anticipated volume would be higher in the coming year denoted physicians 

retiring, and in growth mode (volumes expected to double in 2017). 

Those that stated it would be Less than last year indicated it is due to positions having been filled, 

focusing on filling internally/hiring perm, or budget cuts/closing area. 
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Voice of the Customer 

 

Company Name In the coming year, do 

you anticipate the 

volume to be higher, 

less than or about the 

same as last year? 

Why? 

Behavioral Health 

Resources 

Ian Harrel Less than last year Closing down a division + fully staffed for 

the first time in many years. 

Carlsbad Medical Center Joe Leyva Less than last year Looking to hire perm doc 

Dukes Memorial 

Hospital 

Diana Berich Less than last year Two specialties we used them for last year, 

we have filled, so we have no need this year 

HCA Longwood 

Hospital 

Patricia 

Rochedieu 

Unsure Depends on our ability to retain physicians. 

J C Blair Memorial 

Hospital 

Cindy Wetzel Less than last year Just gave up our primary care to a local in 

town due to reimbursement issues. It made 

financial sense to move that group out (that 

group won't use locums).  In surgery, we just 

hired and may hire a second one so we 

won't need surgery as much.  We hired in 

our convenient care in June, so we won't 

need much there either.  Looking to add 

services such as Dermatology, Neurology. 

Mid Coast Hospital Melanie Crowe Unsure Focused on internal fills 

Oregon State Hospital Valerie Anderson About the same as last 

year 

Same situation with staffing as previous 

years 

Owensboro Health Libby Mauzy Higher than last year Two retiring neurologists 

South Coast Behavioral 

Health 

Kevin Burchill Higher than last year In start-up mode; have already grown by 

30% through Q1 2017 and expect volumes 

to be nearly double 2016; also, opening an 

outpatient solution. 

Terrebonne General 

Medical Center 

Ann Dupre Less than last year Budget cuts due to economic downturn (oil 

& gas).  We have also seen a trend of 

referrals. 

Upstate Medical 

University--SUNY 

Jennifer Eckrich Less than last year We want to bring full time staff on 

Yakima Regional Health 

& Cardiac Center 

Shannon Carlson Less than last year I hope it is less from a cost perspective.  

Also, it is better to have consistent providers 

for continuity of care. 
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Voice of the Customer 

Opportunities 

 

Only two contacts stated they were familiar with all of Sample Company products and services and only 

two stated they are informed of new offerings. 

 

Company Name What, if any, other positions are currently being filled by 

another firm? (Neuro, ED, Surgery, etc.) 

Behavioral Health Resources Ian Harrel N/A 

Carlsbad Medical Center Joe Leyva Many different because of the VMS. 

Dukes Memorial Hospital Diana Berich Use Locums Mart 

HCA Longwood Hospital Patricia Rochedieu None 

J C Blair Memorial Hospital Cindy Wetzel Joy gives most of the information (see above)- none right 

now 

Mid Coast Hospital Melanie Crowe Hospitalists and a long-term Gastro 

Oregon State Hospital Valerie Anderson Medical personnel, Social Work, etc. 

Owensboro Health Libby Mauzy 
 

South Coast Behavioral 

Health 

Kevin Burchill N/A 

Terrebonne General Medical 

Center 

Ann Dupre Due to oil & gas downturn, we have left positions vacant 

(budget cuts).  There are no dollars for Locums this fiscal 

year. 

Upstate Medical University--

SUNY 

Jennifer Eckrich Merritt Hawkins for perm 

Yakima Regional Health & 

Cardiac Center 

Shannon Carlson GI surgeon 
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Voice of the Customer 

Value 

 

With 10 being the most critical or the highest value, and 1 being the least critical or lowest value, 

interviewees were asked to value each area.   

Quality was consistently valued the highest, followed by Recruiting and Compliance equally.  Then 

Retention, Pricing, and Management/Leadership.  The lowest rated value was in Market Share/Size, 

Technology, and Training. 
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Voice of the Customer 

Overall Ratings 

The top overall ratings of the relationship with Sample Company were: 

• Really cares about building a relationship with me 
• Communicates openly and honestly 

The lowest ratings: 

• The benefits of working with LT.com outweigh the costs 

• Is an integral part of how we deliver value to our patients 

• Deserves my loyalty 
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Voice of the Customer 

Additional Comments 

A few of the clients offered additional comments that had not been shared earlier in their respective 

interviews.  Those comments include:  
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Voice of the Customer 

APPENDIX 

Survey Period 

Interviews for the Voice of the Customer program were performed by Butler Street executives and held 

between [date] and [date].    

About Butler Street 

Butler Street enables organizations to develop, implement and execute their business strategies through 

great client relationships and high performing leaders and teams. At Butler Street, we are knowledge-

sharing operators; a combination of highly experienced CEOs, COOs, VPs of Sales and VPs of Operational 

Excellence.  Butler Street’s key differentiation is that we, as operating executives, have successfully 

implemented the client and talent development solutions we offer as staffing executives and we have 

developed the techniques required to customize them with actionable insights specifically for your 

organization.   

Perfecting client development and talent development is the foundation of any successful business.   

Butler Street’s capabilities reach across the entire client and talent management continuum and are 

known as a system of reinforcing activities called ClientFirst A.R.E.® and TalentFirst A.R.D.®  

 


