18° North Research

CASE STUDY - SOUNDI NG No . 1

What patients wouldn't say out loud —
until someone local asked.

A patient experience study for Affirm Medical Spa, S. Thomas, USVI

243 44% 6
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Affirm Medical Spais aphysician-led medical spaon St. Thomas offering aesthetic, wellness, and regenerative
treatments to aloyal local clientele. Like most successful practicesin asmall market, its reputation is carried by
word-of-mouth — which means the patient experience is the marketing.

The practice knew patients kept coming back — but not why, what almost stopped them from booking the first
time, or what they were telling friends. In a community where everyone knows everyone, patients rarely voice
criticism directly to a provider they'll see at church on Sunday. The question: what is the honest patient experience,
from first call to walk-out, and what one improvement would matter most?

Anonymous post-visit survey. delivered by the practice's own system, so no patient list ever left the building —
243 responses at a 44% response rate.

Confidential patient interviews. 25 one-on-one conversations recruited through trusted community networks,
under 18° North's codified anonymity standard.

Journey-stage analysis. every finding mapped to a specific stage — booking, arrival, treatment, follow-up —
so fixes land where they matter.
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[ Placeholder — one verbatim patient quote, anonymized,

that captures the study's central insight.]

— STUDY PARTI Cl PANT, ANONYM ZED

A NOTE ON METHOD

Every 18° North study runs under a codified confidentiality standard: respondents are anonymous,
findings are reported in aggregate only, and no client ever seeswho said what. In a small
community, that standard is the reason people tell the truth — and the reason findings hold up.

Have a question about your customersyou can't answer ?

Every engagement starts with a free 20-minute discovery call. Fixed prices. Two-week studies. Plain answers.

18northresearch.com - hello@18northresearch.com
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