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Customers make their own choices



The power of your wallet



Customer is the king, the client too?



Parliament and government made 
major changes in elderly care



The costs of elderly care



Live longer at home

•1980: 196.000 places in nursing homes and homes 
for assisted living

•1980: 312.000 people 80plus

•2017: 100.000 places

•2017: 700.000 people 80plus



Changes in period 2012 - 2017

CiZ

Cliënt

Health Insurance Act

Social Support Act

Long term Care Act

Care-
organisation

Dialogue



Most important: to know your client



What did your client do as 
profession?



What did your client do on 
saturdays?
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Diversity in people and wishes





New generation is coming

September 28 - 2016 Geert Roggeman – Health and Care 2

Gent

Love All - Serve All



September 28 - 2016 Geert Roggeman – Health and Care 26
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September 28 - 2016 Geert Roggeman – Health and Care 27
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Quality of life and quality of work



Dialogue between client and
professional starts before moving



Once a postman, always a postman



Professionals have to change



The real needs, wishes and dreams
of the client



Net Promotor Score (NPS)
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Ultimate question: “To which degree do you recommend us to your family and best friends?”

Conceptually NPS is a number between minus 100 and 100

Neutral



opinion
40% clients experience high quality care (9 

or 10 rating)
11% is (very) unsatisfied and is a 

reputation risk

• ?? concerns
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Meebeslissen over zorg

Openstaan voor wensen

Answers “always”

Industry 

ambition

loyal

clients

Solving the perceived quality gap between clients and staff is 
an industry challenge

Clients (N = 51.006)

Employees (N = 53.985)

Client has a voice in the 
care he or she needs

Being open for           
client’s request

Source: ActiZ Benchmark in elderly care 2012
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Diversity in solutions and housing-
opportunities. And more 

competition!



Care & hospitality with stars: join us!





Email:

president@eahsa.eu

Twitter:

@kosteraad
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Thank you for your attention

mailto:president@eahsa.eu

