
  



 

Many thanks for your enquiry  regarding Customer and Patient Care within your Hospital . 

 

When it comes to Customer Service Excellence, there is no other organisation who can 

compare with Disney. For the last 32, consecutive years, Disney has won the ñBest in 

Classò Award across ALL sectors for their C ustomer 

Service Excellence ï globally.  

These Disney Service Excellence Principles are now 

being  practiced  acro ss the UK i n 22 NHS 

Foundation Trusts, Private Hospitals and Care 

Homes.  

To give a little background to our involvement 

with in Health Care , here is a flavour of our 

activities as w e are currently wo rking with 22 NHS 

Foundation Trusts , Bupa, Circle and several Private 

Hospitals as well as Care Homes  covering topics 

such as:  

ü The Patient Journey / Experience  within the NHS  

ü ñWhat if Disney ran your Hospital?ò ï a 1 day workshop on Patient Service 

Excellence on the 10 things that you would do differently ... if Disney r an your 

Hospital , based on the Disney Service Principles.  

ü The 15 Step Challenge ï Seeing your Hospital through the eyes of your Patient  

ü Creating a Culture of Innovation within your Hospital.  

ü The Role of Emotional Intelligence within Health Care :  ñWhen Clinical Intelligence 

meets Emotional Intelligenceò. 

ü Creating and Hard Wiring Empathy and Compassion within your Hospital  

ü Key Note Speaker at several NHS Conferences and NHS HR Groups: W. Sussex 

Foundation Trust Conference at Fontwell Park Race Course, The Foundation Trust 

Netw ork of HR Directors, Westminster, The Health Care People Management 

Association (HPMA) Conference at Newmarket Race Course, W. Suffolk Clinical 

Commissioning Group, Gloucester Care Services NHS Trust Conference   etc  

ü We have trained over 1 50 NHS employees at  the Birmingham Childrenôsô Hospital 

and have facilitated workshops on Innovation, Leadership within the NHS and The 

Patient Experience and we are currently commissioned by Chelsea and 

Westminster NHS Trust for the roll out of Patient Experience and Disney  Service 

Principles across the Trust  with over 1 60 people trained so far.  

In addition to the above, MTC has been approved as the preferred supplier to the RAF, 

Army, Navy and Tri -Services for the training of 3,000 (to date) service personnel on the 

topics of Leadership, Team Building, Conflict Management and Emotional Intelligence.  

 



Over 200 L ocal Authorities, 150 

Further and Higher Education 

establishments and hundreds of 

Public and Private Sector 

organisations have commissioned 

Mobile Team Challenge to partner 

with them on their Journey to 

Service Excellence.  

The Secrets of Disney ôs Successful  

Formula are covered in this 1 day 

workshop as the ñMagic Kingdom 

Principles ò are explored and applied 

to your Teams a nd your Hospital.  

Whilst Service Excellence is vital to Disney ôs success, their fundamental distinction is that 

it is the Customer EXPERIENCE which sets them above all of their competiti on . 

In  your  Hospital , it your Patient ôs experience  which will be the ultimate measurement of 

Customer or Patient Service ; -   this inspirational, motivational and fun! Workshop will  

help delegates apply the ñPrinciples of the Magic Kingdom Customer Experience 

Excellence ò to your in house procedures and attitudes  .  

I would welcome the opportunity to discuss your specific outcomes  with you in more 

detail, i f, in the meantime,  you require any further information ; please do not hesitate to 

contact us.  

Yours sincerely  

Barry Bailey 

Managing Director  

Mob ile Team Challenge Ltd  

Email:barrybailey@ mtceurope.co.uk  

Telephone: +44 (0) 844 745 2120  

Mobile: 07836 762955  

www.mtceurope.co.uk  
 

 

 

 

http://www.mtceurope.co.uk/


WW oo rr kk sshh oo pp   CCoo nn tt ee nn tt ::   DD oo ii nn gg   ii tt   ll ii kk ee   DD ii ss nn ee yy !!    

The aim of this workshop  is to provide a professional assessment of current 

Service levels within your Hospital  and to explore specific areas where the 

Customer Experience Excellence can be accelerated and maximised through 

the objective of Delivering Experience Excellence .  

This workshop is a 1 day intera ctive and experiential session (9:30 ï4:30). Groups will be 

asked to assess current practices and to identify where the Delivery of Excellence could 

improve these practices.  

The objective of the Workshop is for the Cohort to learn and apply concepts  and 

principles  which will lead to Customer / Patient Excellence Experience resulting in the 

creat ion of a Strategic Improvement P lan in their group sessions and to compile a list of 

tactics and action plans required to implement these changes.  

WW hh aa tt   ii ffééww ee   dd ii dd   tt hh ii nn gg ss   DD ii ff ff ee rr ee nn tt ll yy ??  .. .. .. aa nn dd   WW hh aa tt   ii ffééDD ii ssnn ee yy   rr aa nn   yy oo uu rr   HH oo sspp ii tt aa ll ?? !!   

          

ü Who are  your Custo m er s? 

ü Who are  your Com pet itor s? 

 

Experiential Activity: Paradigm Shifter ï Thinking Differently about Customer Service  
 

××  SSee ee ii nn gg   yy oo uu rr   OOrr gg aa nn ii ssaa tt ii oo nn   tt hh rr oo uu gg hh   tt hh ee   ee yy ee ss   oo ff   aa   CCuu sstt oomm eerr ??  PPaatt ii eenn tt   

                        ñMom ents  of  Trut hò ï Jan  Carls son  SAS 

ü Identifying our Competitors and our Clients / Partners  

ü How do our Customers /Patients see us?  

ü How do our ñTouchpointsò impact our Customers  perceptions ô  ñMoment of Truthò? 

ü Seeing our Organisation through the eyes of our Customers  / Patients . 

ü Identifying areas for improvement in our ñTouchpointsò 

ü Self Audit ï How do Measure up now? ï Current State  

 
           Gr oup  Acti v it y :  Customer  Touch-Points ï Mapping the Customer  /  Patient  Experience  

 

× CCrr ee aa tt ii nn gg   aa   CCuu ll tt uu rr ee   oo ff   II nn nn oo vv aa tt ii oo nn   aa nn dd   SSee rr vv ii ccee   EExx ccee ll ll ee nn ccee   
ww ii tt hh ii nn   yy oo uu rr   HH oo sspp ii tt aa ll  

ü How DO those gu ys do it? ï Best Practice Principles of Innovation  

ü Apple /  Nike /  3M /  HP /  Disney / Harvard  

ü Defining and applying the 3 ingredients of REAL Innovation into 

your Hospital  

ü Apollo 13 ï Definition of Innovation ï Video  

××  SSpp rr ii nn kk ll ii nn gg   tt hh ee   ññMM aa gg ii cc   KK ii nn gg dd oo mmòò  DD uu ss tt ::   DD ii ssnn ee yyôôss   SSee rr vv ii ccee   PPrr ii nn cc ii pp ll ee ss   

ü The 10 Things that Disney would do differently if Disney ran your Hospital  

ü Disneyôs Award Winningô Service Principles of Service Experience 

Excellence and how to apply them in your Hospital  

ü What are our Service  Standards for ñCustomer Experience Excellence?ò 

ü How do our OWN Levels of Service Excellence Stack Up ??  

 Gr oup  Acti v it y :  A Self Audit  



 

× W hat  dd oo ee ss   CCuu sstt oo mm eerr   //   PPaatt ii eenn tt   SSee rr vv ii ccee   EExx pp eerr iieenn ccee  EExx ccee ll ll ee nn ccee     

    LLoo oo kk   LL ii kk ee ??   

 

ü The Disney Creative Strategy ï designing the  Perfect 10 Service 

Experience Excellence  

ü Dreaming the Customer / Patient  Service Experience of Excellence    

 

Gr oup  Act i v it y :  The Per fect  Service Excellence Outco m e ï Future State  

× CCuu ss tt oo mm ee rr   EExx pp ee rr ii ee nn ccee   EExx ccee ll ll ee nn ccee   rr ee qq uu ii rr ee ss   FFuu nn cc tt ii oo nn aa ll   TTee aa mm   WW oo rr kk ii nn gg  

ü The 5 Dysfunct ions of  a Team ï Working as a Functional Team for our 

Customers ï as used by the Red Arrows  

ü 10 Lessons of Teamwork ï from The Geese  -  Video  

ü Applying Winning Behaviours and Attitudes to our Customer Experience  
 

Experiential Activity ï Levitation Challenge  
This activity requires the Team to apply ALL of the previously learned principles 
to the task to work together and to lower the pole to the ground. The task draws 
upon their newly acquired: problem solving skills, process improvement 
concepts, team building and communication skills, applying the Team Workin g 
principles of the Geese.  

× DD ee vv ee ll oo pp ii nn gg   EEmm oo tt ii oo nn aa ll   II nn tt ee ll ll ii gg ee nn ccee   ii nn   oo uu rr   CCuu ss tt oo mm ee rr   SSee rr vv ii ccee 

ü Deve loping  our  leve ls of  Empathy and Rapport with  Em ot ional 

I ntel ligence ï Profes sional Communication  Skills  

ü Applying the 8 Behaviours of E.I. within our Organisation  

ü DeBonoôs Thinking  Hats  ï Understanding Chal lenging  Per sonal iti es       

Seeing Things Differently to our Customers  

 

× II dd ee nn tt ii ff yy ii nn gg   aa nn dd   UUnn dd ee rr ss tt aa nn dd ii nn gg   PPee rr ssoo nn aa ll ii tt yy   TTyy pp ee ss 

ü The ABC of  Managing  diff icult  Custo m er  Behaviour 

ü Tra nsact ional  Analysis 

ü NeuroïLinguist ic Pro gra m m ing: Professional Communication Techniques  
ü Em path ic Listening  Tech niques 

× TThh ee   44   PPrr ii nn cc ii pp ll ee ss   oo ff   AAcchh ii ee vv ii nn gg   tt hh ee   CCuu ss tt oo mm ee rr   //   PPaatt ii eenn tt   EExx ccee ll ll ee nn ccee   EExx pp ee rr ii ee nn ccee   ïï      

TThhee  AAwwaarrdd  WWiinnnniinngg  DDVVDD  oonn  CCuussttoomm eerr  SSeerrvviiccee  EExxcceelllleennccee    FI SH!  DVD  

ü Choose your  At t it ude 

ü Play  

ü Make their Day 
ü Be There  for  them  

 

 

  TThh ee   ww oo rr kk sshh oo pp   ww ii ll ll   bb ee   ii nn tt ee rr aa cc tt ii vv ee   ww ii tt hh   gg rr oo uu pp   aa nn dd   ee xx pp ee rr ii ee nn tt ii aa ll   aa cc tt ii vv ii tt ii ee ss   

  

                  

  



  

Delegates will:  

× Learn and Apply the Magic Kingdom Principles of Customer Experience Excellence  

× Assess their Current State of Service Excellence by looking at their Company through 

the eyes of a Customer:   Moments of Truth  

× Develop ñOther Awarenessò ï Understanding the impact that OUR style has on our 

Colleagues, Partners and our Clients  Experience .  

× Demonstrate how to d isplay inspirational and motivational ñWinning Behaviours 

and Attitudesò to our Customers, Colleagues  and fellow Staff members  

× Develop their  ñSelf Managementò and E.I. Behaviours  

× Complete a Self Audit  of their own current levels of Service 

Excellence  

× Learn and  apply the 3 ingredients of Innovation  into their 

Customer Service procedures  

× Explore h ow to make their  personality, thei r Departments 

and thei r Hospital  ñstand out from the Crowd ò by 

practising their  E.I.  behaviours  daily  

× Develop thei r ñRelationship Managementò  

× Consider internal measurements and initiatives to achieve Service Excellence  

× Learn how to m ake that ñWOW!ò impact with their Customers  on the Telephone / 

Face to Face  

× Learn how to c reat e group synergy and motivation  ï Emotionally  Intelligent 

SUPER Teams  ï ALL delivering Customer Service 

Excellence Experience  

× Learn the 10 principles of Team Work  from the Geese!  

× Discover how to a pply the ABC of Behaviour Management  

using E.I. techniques  ï dealing with difficult  Customers  

× Explor e the powers of Influence  that E.I. can offer  and  practice  Professional 

Communication Skills  

× Analyse their Self Awareness  and Self Management   

×   Develop a greater understanding of all ñselfò behaviours leading to increased 

professional skills.  

× Develop a greater understanding of all  Intra and Inter Personal Relationships  

and people ñtypesò. ï Respecting personality diversity  

× Complete several Group Activities to explore and encourage inspired Team Working.  

× Have FUN!!  

Format:  

This one  day module will include experiential acti vities to uncover awareness and insight 

into óSelfô and óOthersô Behaviours.   

 

 

 

The cost of this full day workshop is £ 8 7 5  + VAT. This cost includes all 

preparation, materials, workbooks and trainers expenses .  

 



 TTee ss tt ii mm oo nn ii aa ll ss  
 

"An excellent  cou rse ï very professional and  well presented.  Thank  you  Barry".  

Ch r is Belch er , Head  o f  Lear n in g  an d  Deve lopment,  S.  W ar w ick sh i r e NHS  

 

ñThank  you  for the inspi ri ng 2 dayôs t raining  you  did for us recent ly,  we have 
not iced a difference  alr eady!ò 

Jack ie Sk eel  ï Assist ant  D i r ector  f o r  Or gan isat ion al  De v e lop m ent  NHS  Tr u st  S.  
Reg io n .  

A Life  Changing  Experi enceé' (Regional Director, BUPA)  

ñReceived great feedback again ï you are REALLY making an impact and it is fabò 

Jan Furniss  Team Leader: Professional Education & Corporate Learning , 

Education and Learning Team , Birmingham Childrenôs Hospital 
 

Dear Barry,  

I probably ought to be lodging a protest!  Since the training course, I have had a steady 

stream of staff at my door .   

Each and every participant spontaneously felt that they ought to come individually 

and  tell me how fantastic your course was!  

They felt re ally motivated, learnt a lot and really enjoyed the day.  

I can see that you may become a regular feature of the training of the pharmacy 

department!  

 Thank you  

Professor Anthony Sinclair, Chief Pharmacist and Head of Medicines, 

Birmingham Childrenôs Hospital NHS  
 
  ñI AM SO MOTIVATED!! ... I hope my colleagues are too! Jò 

  E-Learning Supervisor, Birmingham Childrenôs Hospital NHS 

 

  ñBest Training EVER!!!ò 

  Senior Pharmacist, Birmingham Childrenôs Hospital NHS 

 

ñIôd give this course and 11 out of 10! é Best Iôve attendedò 

Team Supervisor Birmingham Childrenôs Hospital NHS 

 

ñExcellent course will recommend to others!!ò  Superintendent NHS Leicester  

ñAn excellent day ï thank youò Superintendent Radiographer Derbyshire NHS  

ñWe had an amazing day! ï this has changed the thinking of our Management Team ï 

VERY professional and thought provoking ò    Debbie Fryer Director of HR & OD, 

Aintree University NHS Foundation Trust Hospital, Liverpool   

ñOur exp eri ence  wi th over  150 parti cipants  to  date has dem onst rated th at  t he 

Em ot ional I nt elligence profiling  process has increased their  self aw areness and  
mot ivates  them  in t heir  rolesò Pro f essor  Abdol  Tav ab ie Dean  of  Post  

Gr ad u ate  Gen er a l  Pr act ice Ed u cati o n  f o r  Kent,  Su r r ey  &  Su ssex  Dean er y  

 

ñThe pot ent ial of  t he Emot ional I nt elligence  EQ System  in th is PCT will be  
imm ense and  I  am  look ing  fo rw ard to  using itò. Head  o f  O.D.  S.  Staf f s PCT  



 
ñ..the day was ñinspirationalò and ñbrilliant....ò ï Chief Executive. W.Sussex NHS 

Hospitals Foundation Trust ï following a keynote speech at the W.Sussex NHS 

Conference  

 
ñ A VERY motivational and inspirational day ...ò -  Divisional Director  of Operations for 

Clinical Support Services at Chelsea and Westminste r NHS  

ñFantastic ï very motivational...ò 

Lead for Patient and Staff Experience . Chelsea and Westminster NHS  

ñAbsolutely amazing experience/training...ò ï                                                     

Service Improvement Lead, Chelsea and Westminster NHS  

ñGood insights and made relevant to the NHS ï inspiring and excellent  as ever ò ï 

Debbie Fryer, Director of HR & Organisational Development, Aintree University 

Hospital NHS Foundation Trust  and Chair of the Foundation Trust HR Directors 

Network following a key note speech at the FTN Conference at Church House, 

Westminster  

ñChallenging, inspirational and motivational ï excellent feedback from all delegates for 

your presentation...ò  Deputy Director of Human Resources, NHS / HPMA Luton & 

Dunstable  NHS Hospitals Foundation Trust ï following a keynote speech at the 

E, Midlands HPMA /  NHS Conference  at Newmarket Race Cour se  

 
 

The Em ot ional  Behaviours in the Workp lace process as used by  Mobile Team  Chal lenge 
has been used in a va riety  of SHAôs, NHS Trusts  and med ical  pract ices including:  Brit ish 

Medical  Associat ion, Carers Foundat ion Trust,  Chest erfield NHS Trust,  Cent ral  Lanca shire 

PCT, East  Midlands Deanery,  South  Staf fs PCT, York Hospi tals NHS Foun dat ion Trust,  

Great er Glasgow  and Clyde  PCT, London St rat egic Health  Author ity,  University  

College London Hospital, School of Health  and  Social Care etc  
 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 


