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What we’re gonna do…
• Highlight the “Disney Experience” from the eyes of a ‘senior’ EMS person.
• Theorize how the Disney Philosophy can and should be applied to the 

EMS experience.
• Provide real examples of how these philosophies HAVE BEEN infused into 

an EMS agency.
• Share practical tools you can implement at your agency













Immersive Experience…



Responsiveness…







“WOW Lesson” #1: Be Responsive (and over-
deliver)
•Answer the phone…

oBe courteous
 Our ‘customers’ don’t generally care how busy we are
 They have a need they’d like us to fulfill

•Go beyond the customer’s expectations
oBe NICE!
 Treat how you’d expect you mother to be treated

• Learn ASL!!



Example:



Customer 
Focus…



“WOW Lesson” #2: Focus on the Customer

•Find a way to never say “no”
oOffer options and alternatives

•Don’t point and explain
oWALK them through the process

• It’s about THEM
oNot about you!



Example:



Cast Members Matter!



“WOW Lesson” #3: Hire the Right People

•Hire for the heart, train for the skill
oEMT academies
oParamedic tuition reimbursement
 As a reward…

•Set realistic expectations
oWhat they will REALLY be doing!



Example:



Example:
Here’s a nice call we received from a very grateful grandmother about Jenny Garrett and Noah Burson:
------------------- 
“A few weeks ago my grandson was the passenger in a vehicle involved in minor rear-end collision.

I transported my grandson and the other occupants to the ED for evaluation after they called me to the location, so they could just be 
checked out.

I took my grandson to an urgent care facility as he was just complaining of a headache. After a short amount of time, the staff told me that 
being he is complaining of a headache and neck pain that he would need to be transferred by ambulance to Cook Children’s.

My grandson was mortified at the thought of having to ride in an ambulance without me to the hospital.

The MedStar crew arrived, and I get choked up every time I began to say this, but they were amazing.

The crew came in and introduced themselves to my grandson as if he was the most important person they’ve met.

They told me everything that they were going to do, step-by-step and assured me he was in good hands.

I told them I needed t get my car from the parking garage so I could meet them there and they said, “Take your time, we will stall a little bit 
and wait for you so you can follow us”.



Example:
When I got to where the ambulance was waiting, I was a little concerned because they had not moved. So, I knocked on the back doors and 
when they opened, my heart melted.

My grandson had exam gloves on, they were having water gun wars with syringes, and he was smiling and laughing uncontrollably. 

He didn’t even acknowledge that I was there.

The crew transported my grandson to Cooks and my grandson hasn’t stopped talking about it.

He told me they put his favorite cartoons on their phone for him to watch, they had water wars, they laughed and now he hasn’t stopped 
telling everyone about his experience; from weeks ago!

He told his mom and dad that he is going to be a Paramedic and take care of kids.

I know you don’t always get feedback from the patients you transport, but I wanted this crew to know they left a huge impression not only 
on my grandson, but with me.”



Broken Windows







“WOW Lesson” #4: Fix Broken Windows!

• If you don’t take care of you stuff – you can’t 
expect others to!
oFacilities, vehicles, uniforms

• Clean, odor free
oAmbulance ceiling?



Example:



Logistics…





“WOW Lesson” #5: Logistics Matters!

•We often say EMS saves lives
oLogistics make that possible
 Support services are as important as front line
 Live that!

•Keep customers informed on ETA’s
oKeep them engaged during the ‘wait’



Example:



Example:



Character Matters!





“WOW Lesson” #6: Stay in Character

•Even when it’s HARD
oBad day, tough calls, issues at home
oPeople expect us to be caring and professional



Example:



Example:
“I want to take a minute of your time to tell you about my appreciation and admiration for the conduct and compassion by two of your crews 
today (15 Aug 23). 

What they did left a lasting positive impression on both our team and the family.

While transporting a patient to our facility, they had to transport her two young children as well. 

It was after they arrived where we witnessed a level of care and attention that extended beyond their duties and responsibilities.

After moving the patient to our ED bed, they took the extra initiative and time to entertain and comfort the kids while we registered and 
assessed their mother. They allowed them to explore the stretcher, show them how it worked, and engaged in friendly conversations, all of 
which I am sure make the experience a fun and memorable one, and not traumatic for the kids. 

Their behavior not only lightened the atmosphere for the kids but also provided our team with an uninterrupted environment to assess their 
mother.

The crew’s actions are a testament to their dedication, not just as paramedics, but as individuals who genuinely care about the community they 
serve. It’s one thing to perform a job well when being observed, but it’s another to go above and beyond when they don’t know anyone is 
watching. They showed that a human connection that is not always possible in our line of work.

We want to express a heartfelt gratitude to your team for their remarkable service to the family, our family and witnesses that will long be 
impacted by their interaction. Please recognize Thomas Prichard, Mel Alline and Kayla Madson for their amazing attitude and 
commitment. And thank you for creating an environment where your crews feel inspired and able to make a difference every day.”



Immersive Experience - Little things mean a lot!
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“WOW Lesson” #7: Attention to detail – Little 
things matter!
•Cleanliness  Godliness
•Ambulance ceiling
•Uniforms, general appearance
•Facilities



Example:



Example:



“WOW Lesson” #8: Have Fun & Inspire

•Current workforce needs more than meaningful 
work

•Talk to them, find out what matters – to THEM!
oKeep them engaged and motivated!
oHave a formal process for recognizing greatness!



Example:



Example:









Scan QR code to 
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a PDF of the 
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