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Case Study: Critical Infrastructure & Retention

Crisis Management: Protecting Mission-Critical Operations
Building Unshakeable Client Loyalty Through Extreme Accountability

BE: The Identity Challenge

As the primary hardware partner for St. John's Hospital, the 'Being' of the relationship was tested during a
catastrophic infrastructure failure. In healthcare, downtime isn't just an operational metric—it's a patient
safety risk.

e Mission-Critical Stakes: Supplying 90% of all workstation and computing needs for a regional medical
center.

e Systemic Failure: A catastrophic battery room meltdown threatened the entire hospital's backup power
infrastructure.

e Strategic Pressure: Operating in a competitive environment where corporate direct deals (Dell)
threatened established local partnerships.

DO: The Strategic Action

When a critical failure occurred, Mike Butcher moved beyond the standard vendor-client dynamic,
executing an extraordinary logistical intervention to ensure continuity of care.

Tactical Crisis Response:

e  Multi-State Sourcing: Simultaneously sourced 37 industrial UPS Power Supplies from vendors across 5
different states to address the immediate meltdown.

e Logistical Innovation: Hand-carried mission-critical parts via air travel to bypass traditional shipping
delays and meet 'Same Day' requirements.

e Operational Resilience: Maintained full support for 6 months following a corporate mandate for vendor
shifting, proving the value of localized expertise over distant corporate agreements.

HAVE: The Results

e Absolute Client Loyalty: The customer service experience created a 'Moat' so strong that the account
only moved when corporate issued a firing mandate for buying from us.

e Zero Downtime: Successfully navigated the infrastructure crisis without the hospital losing critical
computing capacity.

e Proven Value Proposition: Demonstrated that strategic partnership and accountability outweigh
commodity pricing in high-stakes environments.

"True partnership is defined during the crisis, not the convenience. At St. John's, we didn't just deliver
parts; we delivered the certainty that the systems keeping patients safe would never fail."
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