










LEV INE CANCER INSTITUTE



LCI Culture/Introduction/Background

Organizational Culture

Planetree

Why we did CX Mapping – were not ‘broken’

LEV INE CANCER INSTITUTE



LC I EXPANSION

260,000 SF New Construction

40,000 SF Renovation

Design Start:  April 2016

Construction Start: March 2017

Expansion Complete:  April 2019

Renovation Complete: March 2020

7 Stories

2 Green Roofs

131 Exam Rooms

60 Infusion Bays

3 Story Bridge Connector



LC I EXPANSION

Owner

Atrium Health

Architect

Little Diversified Architectural Consulting

General Contractor

Rodgers Builders, Inc.

MEP Engineer

Specialized Engineering Solutions, Inc.

Interior Designer

Wright McGraw Beyer Architects

Civil Engineer

Bloc Design

Structural Engineer

Bennett Pless













Finding the Institute was easy, despite being in 

the City.  The building stood out and large-scale 

signage elements helped me find the right 

entrance.  The visual cues of the entry led us to 

the drop-off and main entry.  We handed our 

keys to the uniformed valet in the spacious 

vestibule.  

PATIENT:  Help me find where to go and be ready for my visit.

FAMILY/CAREGIVER:  Help me be prepared and informed.

STAFF: Provide me with resources to host a positive visit.

VOICE OF CUSTOMER

STATE OF MIND

EXPERIENCE OBJECTIVE

VISUAL PREFERENCE

NEEDS/WANTS

MIND BODY SPIRIT





INFECTION CONTROL

SAFETY

COMFORT

INTEGRATION

HOW DOES ENGINEERING RELATE  TO CUSTOMER EXPERIENCE?



TOUCHPOINT 2 :  ARRIVAL
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Support Ongoing 

Journey
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Support Ongoing 

Journey

TOUCHPOINT 5 :  CL INIC

I have been in a lot of clinics over 

the past year, and this one is 

different.  The lighting is bright, but 

not cold.  The space is cozy, but not 

cramped.  This space is professional, 

organized, and reassures me I am in 

the right hands.

EXPERIENCE OBJECTIVE
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TOUCHPOINT 9 :  INFUSION

Today was a long day for me, but LCI 

made it feel brief.  I was able to 

have a private space to watch shows 

with my husband.  We ordered lunch 

from my chair and it was delivered.  

We ate while enjoying the views of 

the garden, which made a big 

difference.

EXPERIENCE OBJECTIVE
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Support Ongoing 

Journey

TOUCHPOINT 11 :  DEPARTURE

After I left the clinic and went back 

to the building lobby, my car was 

already waiting.  But, we decided to 

spend a few moments in the chapel 

today.  This space helps me take 

care of my mind and spirit as well as 

my body.  I know when I come back 

tomorrow, I will have less anxiety.

EXPERIENCE OBJECTIVE



EXPERIENCE MAPPING IMPACT

• E c u m e n i c a l  c h a p e l  

• C a n c e r - s u p p o r t i v e  f o o d  v e n u e

• S h i f t e d  p a t i e n t  e d u c a t i o n  c e n t e r  t o  

p r o m i n e n t  l o c a t i o n

• E s t a b l i s h e d  a  c a r e g i v e r  l o u n g e

• M a x i m i z i n g  o p p o r t u n i t y  f o r  

c o m m u n i t y  i n t e r a c t i o n

• C e n t r a l i z e d  r e g i s t r a t i o n  

• C o n v e r t e d  w a i t i n g  r o o m s  t o  

W e l c o m e  L o u n g e s

• C r e a t e d  c e n t r a l  V A T  a n d  C o r e  L a b  t o  

r e - s e q u e n c e  p a t i e n t  p a t h  a n d  r e d u c e  

w a i t  t i m e s .



SIGNATURE MOMENTS
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BRAND ATTACHMENTPROJECT CHALLENGES

• Create a seamless interior flow

• Maintain existing loading dock 

zone

• Site grade change of 14’

• Fire Command Center

TWO BUILDINGS, ONE ADDRESS



BRAND ATTACHMENTPROJECT CHALLENGES

• Tied to existing building FTF 

heights

• Mechanical Room was pushed 

lower to accommodate 

• Prefab lab service splines 

TRANSLATIONAL RESEARCH LAB



PRINCIPLESWHAT WORKED:   T IE  ALL  DECIS IONS TO OVERALL  V IS ION



WHAT WORKED:   COMMISSIONING



WHAT WORKED:   MOCK UPS



WHAT WORKED:   DESIGN ASSIST



QUESTIONS?



THANK YOU!!!


